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ABSTRACT

The objectives of this research were to study the factors relating to the use of
public telephone services, the service efficiency, problews encountercd by users, and increase of
service efficiency of TOT Public Company Lumited, Wat Kate Office.  Four hundred samples
were selected systematically from 50,439 people as the population in five sub-districts of the
company’s service areas. Data were collected by the use of measures to a set of questionnaires.

Resuits of the study showed that the majority of the public telephone users were
females, aged between 15 and 25 vears with secondary education qualification, student
occupation an average monthly income of less than 5,000 baht. The samples owned telephones in
their house/accominedations as well as mobtle phones. The primary reason for using TOT public
phenes was due to its cheaper costs than other kinds of telephones, followed by convenience in
availing the services one time per day, and using iess than three minutes per time for a period of
at least one year. Another [ollowing reason was given by the samples who had mabile phones
that, in the vear ahead, they would continue using the public phone booths at their convenience
and availabity of the booths.

Factors cffecting the services of the TOT public telephone company were as
follows: 1) clear signal; 2} clear voice; 3) fast connection; 4) undisturbed connection; 5) reliability
feonfidence in the TOT company; 6) coin and card options in one telephone booth; 7) updated
design of the telephone booth; 8) cheap service costs; 9) safe location of the telephone booths;

and 19) enough number of telephone booths. Factors that were found moderately related o the
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service efficiency were as follows: 1) reduced service costs (e.g. Ytel 1234); 2) news casting; and
3) attractive promotions.

Efficiency of the services provided by TOT Public Company Limited was found
at a moderate level as follows: 1) easy 1o use; 2) clear suggestions on the services; 3) fast
connection; 4) clear voice and no disturbance; 3} safe from elecirocute; 6} quality telephones; 7)
availability; 8) various optional services; 9) durable telephones and beautiful design; 10)
appropriate service costs; 11) sufficient telephone booths in safe locations; and 12) updating
Promotions.

Problems encountered were as follows: 1) dirty telephone booths; 2) un-repaired
telephones; 3) coin consuming, 4} telephone card unavailable; 5) few service options; &)
disturbances while using; 7) unclear signal and lost connection; 8) expensive service costs; 9)
insufficient; 10) unsafe locations of telephone booths; and 11) uninteresting promaotions.

To increase the efficiency of TOT Public Company Limited, the following were
snggested: 1) use of advanced technology; 2) change strategy in pricing; 3) reconsidering
numbers and locations of boath the telephone receivers and booths; and 4) regular promotions for

the target users.



