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ABSTRACT

The purpose of this independent study was to measure customers’ perception of service
quality of TOT Academy.,

The sample was 389 employees of TOT Public Company Limited who attended
training courses at TOT Academy during January to December 2004. Data were collected by
using questionnaires measuring perception of service quality.  The statistics employed in data
analysis were percentage, mean and standard deviation.

It was found that the overall perception of service quality of TOT Academy was at a
satisfactory level.

Each component of the service quality, 1.e., tangibles, reliability, responsivéness,

assurance and empathy, were perceived at a satisfactory level.



