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ABSTRACT

The purposes of the research were studying of customer satisfaction to service quality
of internet protocol virtual private network in TOT Public Company Limited describing the
factors that the customer satisfaction to service quality of internet protocol virtual private network
and to comparative study for customer’s satisfaction toward service quality of internet protocol
virtual private network in 5 aspect . The researcher used questionnaire as the tool for data
collection from participants that were basic internet protocol virtual private network users of TOT
Public Company Limited. Yamane’s equation and Systematic Random Sampling were used for
sampling the samples.

The specific data are obtained from the questionnaires developed for this study. There
are 3 parts in the questionnaires; the personnel data and the opinion about satisfactional level. The
result from questionnaires was analyzed via SPSS For Windows (Statistical Package for the
Social Science for Windows). Descriptive statistics for personnel data and satisfactional level are
used in data analysis which includes Percentage, Mean and Standard Deviation. The factors about
the customer satisfaction to service quality of interﬁet protocol virtual private network was
analyzed via means testing between 2 groups using T-test and F-test but means testing among

more than 2 groups using One Way ANOVA.



The main findings of the study are as belows: 1 7 4 '? 2 0

1. Customer’s satisfactional level toward service quality of internet protocol virtual
private network was in high level. When considering each aspect separately, the customers were
highly satisfied with the service in only 4 aspects, quickness,accuracy,equity and continuity in the
service while the willingness of service was in the highest of customer satisfacting level.

2. Comparative analysis between the different means of customer’s satisfaction
toward the service and the customer’s personal factor was done. Apparently,it was found that
customers with different genders,ages,education levels and year of service using different levels
of satisfaction toward the service insignificantly statistic ,disagreeable with the hypotﬁesis. The
customers with different organization type had the different satisfaction level toward the service

significantly statistic at .05 which was agreeable with the hypothesis.





