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Limited (TOT) at Su-ngai Kolok Branch in Narathiwat
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Year : 2005

The purpose of the study was twofold: (1) to measure the customers’ satisfaction
with the service of Su-ngai Kolok Branch of the Telephone Organization of Thailand
(Public) Co.,Ltd. (TOT) in Narathiwat Province and (2) to identify the factors related to
their service satisfaction. Accidental random sampling was used to select the sample of
120 TOT customers at Su-ngai Kolok Branch in Narathiwat Province. The questionnaire
consisted of three parts. The first part dealt with the respondents’ background
information, namely, sex, religion, age, education, occupation, income and frequency in
service use. The second part measured their service satisfaction, which covers six
dimensions: (1) the service staff, (2) service quality, (3) service place, (4) payment
service, (5) telephone installation/shift, and (6) repair service. This part had 37 items.
The last part contained three open-ended questions for the customers to express their
opinions about how to improve the services to increase their satisfaction. Frequency,
percentage, mean and standard deviation were used to describe the data, and t-test
and One-Way Analysis of Variance to test the hypotheses.

The findings were summed up below.

1. General background information. About 52.5% of the TOT customers in the

sample were female. About 60.0% were Buddhists. The average age was 32.0. About
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53.3% were not more than 30 years old. About 34.2% had a vocational certificate or
higher vocational certificate and Bachelor's degree. About 32.5% were employees in the
staff line. About 38.3% earned a monthly income of 6,001-10,000 baht. Most of them, or
59.2%, lived permanently in Su-ngai Kolok District. They used the TOT service seven
times on an average in the previous year. Most of them (73.3%) learnt about TOT
services from mass media (e.g., radio, television and publications) and about 68.3 came
to the TOT office to pay for the telephone bill.

2. Overall, the TOT customers in the sample were moderately satisfied with TOT
services. They were satisfied at a moderate level with all six dimensions. Of the six
dimensions, they were most satisfied with payment service, followed by service quality,
the service staff, service place, telephone installation or shift service, and repair service,
respectively.

3. The factors found to be significantly related to the TOT customers’ service
satisfaction were fréquency of service use, occupation, and gender. That is, the
customers who used the service often (more than 5 times) were more satisfied with the
service than those who used the service less often (1-5 times). The customers who were
government officials or state enterprise employees were more satisfied with the service
than other groups of customers. The female customers were more satisfied with the
service than the male ones.

4. From the three open-ended questions, it was found that the staff's reception
and service was the most satisfactory. The customers were the least satisfied with the
inadequate number of service staff. What they most suggested to improve was extension
of the office building to have more space.

The researcher made the following recommendations. 1) Improvement should be
made in repair service and telephone installation/shift service by increasing the service
representatives or repair men and service speed. 2) The staff should be enthusiastic to
give service to all customers, especially male service users and new customers and 3)

The office building should be extended to have more service space.



