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ABSTRACT

The purpose of this independent study was to study customers satisfaction towards
basic telephone service marketing mix of TOT (Public) Company Limited in Samut Sakhon
Province. The samples were 394 customers in Samut Sakhon Province who used basic telephone
services from TOT (Public) Company Limited. The data were collected by structured
questionnaires. The collected data were analyzed by descriptive statistics, i.e. frequency,
percentage and mean.

The results showed that TOT’s customers in Samut Sakhon Province satisfied with the
TOT basic telephone services at a moderate level of average score. The satisfaction levels in each
marketing mix were as follows:

Product factors were rated on average at a moderate satisfactory level. The highest
average score was the basic telephene service, and the lowest average score was the immediate
long distance calls billing service.

Price factors were rated on average at a moderate satisfactory level. The highest
average score was the basic telephone services call charges within the same area at one Baht per

minute, and the lowest average score was the standard telephone installation fee (3584.50 Baht).



Place factors were rated on average at a moderate satisfactory level. The highest
average score was the payment counter at TOT customer service centers, and the lowest average
score was basic telephone services installation applications via internet.

Promotion factors were rated on average at a moderate satisfactory level. The highest
average score was the low price charging fees of the Y-tel 1234 services promotion, and the
lowest average score was the advertising and public relation via radio.

People factors were rated on average at a moderate satisfactory level. The highest
average score was knowledge and skillful service people, and the lowest average score was
empathy of service people.

Physical'evidence factors were rated on average at a moderate satisfactory level. The
highest average score was the cleanliness of the TOT customer service centers, and the lowest
average score was the availability of the TOT parking space.

Process factors were rated on average at a moderate satisfactory level. The highest
average score was the telephone bill payment processes or methods at TOT customer service
centers, and the lowest average score was the installation application processes or service

methods of TOT basic telephone services and other telephone services via internet.



