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ABSTRACT

The objectives of this survey research were (1) to study the general socio-
economic and demographic composition of public telephone customers and their
behavior; (2) to acknowledge problems, incase of marketing mix, experienced by
TOT public telephone customers; (3) to measure customer satisfaction against the
TOT service mode and the agent who supplies services (TOT and TT&T); and (4) to
analyze socio-economic and demographic factors affecting the satisfaction of public
telephone customers.

Three hundred (300) TOT and TT&T public telephone customers in Hatyai,
Songkhla province were sampled using the Multi-Stage Sampling Technique. The
research instrument used was a set of questionnaires with 0.9630 reliability. The
statistical means used for data analysis were the analysis of variance and multiple
classification analysis.

Survey results showed that (1) most of the customers were students whose
average age is 25.45 years old, and whose average income amounts to 4,940.00
baht/month. Females were found to use the services more than males. Almost all of
the sampled customers were single. Coin type public telephones were the most
frequently used and public telephone boxes located along the roadside were the most
favorite. The second most frequently used public telephone boxes were those located
in shopping centers and at the institute, which are used to call numbers within the
province or to mobile phones in the same area. The main reason for using public
telephones was found to be to save money. The frequency rate of usage was average
12.97 times/month. More than half of the customers used the service between 18.01-
20.00 hrs and between 16.01-18.00 hrs. (2) The level of problems experienced by
customers using the TOT public telephones was found to be moderate, however
customers were found to have many problems with the telephone boxes. (3)
Customer satisfaction with the service mode of TOT was found to be moderate.
Customers appear satisfied with the TOT CARD mainly for its style and as it is more
modern compared to coin type telephones and the PIN PHONE and the customers
were more satisfied using the TT&T coin type telephone than TOT. They were
satisfied the service quality, out of order problem solving and the style of the
telephone box. (4) The socio-economic and demographic factors affecting the
satisfaction of the public telephone customers were identified as the service area,
career and average income per month. People living outside of the municipal area in
which they work are government staff/semi government staff/private company staff
with average income of 4,000 baht or less were more satisfied than the group who had
opposite characteristics.

Keywords: Public Telephone Satisfaction
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11N N.A. 473 41.5 NA.
1hunan N.A. 45.7 52.4 N.A.
"oy N.A. 7.0 6.1 N.A.

590 N.A. 100.0 100.0 N.A.

N.A. (201) (147) N.A.

X N.A. 2.40 2.35 N.A.

ataaeuuias Insemg
11N NA. 51.7 39.5 NA.
1hunan N.A. 40.3 48.3 N.A.
oy N.A. 8.0 12.2 N.A.
590 NA. 100.0 100.0 NA.

N.A. (201) (147) N.A.

X N.A. 2.44 2.27 N.A.

ANUNUANIVDIAINAY
UIn N.A. 39.8 333 N.A.
1hunan N.A. 51.7 55.8 NA.
oo N.A. 8.5 10.9 N.A.
7Y N.A. 100.0 100.0 N.A.

N.A. (201) (147) N.A.

N.A. 231 2.22 N.A.
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33U N.A. 100.0 100.0 N.A.
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ANuazaInlumIsnnm
N NA. 59.7 46.3 N.A.
1hunaig NA. 353 46.3 NA.
oo N.A. 5.0 7.4 N.A.
59U NA. 100.0 100.0 N.A.
NA. (201) (147) N.A.
X NA. 2.55 2.39 NA.
ANNABNNURITAT TN NN
Un N.A. 43.8 41.5 N.A.
thunan N.A. 49.2 53.1 N.A.
o N.A. 7.0 5.4 N.A.
33U N.A. 100.0 100.0 N.A.
N.A. (201) (147) NA.
} N.A. 2.37 2.36 N.A.
X swdinsinsdnn N.A. 2.44 2.29 N.A.
X swiladedunandami 1.89 2.17 2.07 2.03
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1unan 51,7 65.1 66.0 57.4
oy 6.6 5.5 10.2 7.9
590 100.0  100.0 100.0 100.0
(290)  (201) (147) (265)
Y 235 224 2.14 2.27
musmsmalnaludszna
un 125 136 13.8 12.1
1hunan 56.8 614 63.7 65.2
oy 307 250 22.5 227
590 100.0  100.0 100.0 100.0
(257)  (176) (138) (247)
Y .82 1.89 1.91 1.89
AUTMT Y - tel 1102 T - tel 1234
nn 398 396 NA. 293
1hunan 529 522 N.A. 62.0
oy 7.3 8.2 N.A. 8.7
591 100.0  100.0 NA. 100.0
(259)  (184) NA. (205)
Y 232 232 NA. 2.20

X 53uenus 1M (GR51mMUsSMs) 2.16 215 2.02 2.12
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11N 37.9 14.9 8.9 35.1
1unan 49.0 68.2 68.7 53.2
"oy 13.1 16.9 224 11.7

59 100.0  100.0 100.0  100.0

(290) (201) (147) (265)

X 2.25 1.98 1.86 2.23

@ o Y a [ 4
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N 24.5 12.9 15.6 27.9
thunais 52.1 60.7 57.2 57.0
"oy 234 26.4 27.2 15.1

59U 100.0  100.0  100.0  100.0

(290) (201) (147) (265)

Y 2.01 1.87 1.88 2.13

mmﬂaﬂﬂﬁamaﬁ;ﬂﬁﬂ@%ﬂ
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1unan 67.9 66.7 62.6 74.0
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oo 19.3 26.4 34.7 14.0
33U 100.0 100.0 100.0 100.0
(290)  (201) (147)  (265)
} 2.17 1.88 1.78 2.22
aufismheras Tnsswet
N N.A. 22.9 143  NA.
1hunaig NA. 493 57.8 NA.
oo N.A. 27.8 279  NA.
59U NA. 1000 1000  N.A.
NA.  (201) (147)  N.A.
X NA. 1.95 1.86  N.A.
aouianmieon
Un 10.8 N.A. N.A. 12.3
1hunan 46.3 N.A. N.A. 58.1
oo 429  NA. N.A. 29.6
33U 100.0 N.A. N.A. 100.0
(287) N.A. N.A. (260)
X 1.68  NA. NA. 1.83
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5101 (FA51A1UTNI)aAMuFINIAINI 19

11N 21.1 16.5 8.4 13.0
1hunan 67.2 74.5 79.0 74.4
oy 11.7 9.0 12.6 12.6

520 100.0  100.0  100.0 100.0

(290) (200) (143) (262)

X 2.09 2.08 1.96 2.00

5101 (8N31A1UTN5) Y — tel ag T — tel 1234

11N 412 385  NA. 31.6
1hunan 55.0 54.5 N.A. 62.1
oy 3.8 70 NA. 6.3
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2.37 2.32 N.A. 2.25
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X 5 ﬂ"lﬁ%’h!ﬁ%?lﬂ"liﬂﬁ]ﬂ 2.10 2.09 1.92 2.06
X 5 anuianele 1.95 2.13 2.03 2.05

v 9
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= 9y Ay v 1 yq ¥ a | =< @
mswh 426 nndeyad ldnun JlFusmslianuiawelalassanluszau

thunaa

aomsduasumsaaia lunnguuua vesdldusms

TasTanuianslaly

Insfniansisugnoeamson Nem 1InAiga 509030A0  INSANRAISISAE TOT CARD

InsAniassaynoeasoy TT&T uag InsANia1s1say PIN PHONE awdwy (X =

2.10, X =2.09, X =2.06 uaz X =1.92) Tasfisreazdeannuianslaludiuaia o dail

1. UMTEAUTTUMTVIOVD DATIAIUTANT Y — tel 1234 11ag T - tel 1234 WUN

9Jq 9 a = = [ [ 4 =~
Aldusms Tanuiawelaluszay  welawnn  Tulnsdwiasisazrsoasonved nem

nfga (X =2.37)



85

J a ] a v o d 4 1
2. ﬁl'll‘lﬂTiJ‘iﬂWiaQWWNGb"NL'Ja1ﬂ151%}'ﬂiﬂ15 LlﬁgﬂWﬁﬂig‘HWﬁNWHﬁWWHﬁ#ﬂﬂN 9

15053 danuianelaluszay dhunats TestianuianelaluInsdwiasisue

e

WU
= A
NYDANTIYUDI NAN UINNTG
v Y a (Y d'dta a \ = Y A
2. ﬁi)"ﬂﬂﬂ1mﬂ§‘t4§ﬂ%-ﬁﬂﬂu waz Uszrins ﬂmﬂﬁwammmmwﬂﬂum‘ﬂ%mms

[y d
InsAnnansITa

v
a 1

o [ a 4 [ a [} a
dmsumsianzilateauassgne-denuuazdszynsniianinasenu
=3 Y a 1] 4 1~ ~ =< 9q ¥ a 3
wawelalumsldusnms Insdwnansisue vagmsnfSeumeuanunawe lvvesd lsusmsiiv
I a 4 [ ~ = 9 a 4
Wumsaasizrimmeanlstauladner Tasnslanmsiasizianuudlsdsiuuuy 2 na
4 [ @ 4 o { [ v o w Aaaa
(Two-way analysis of Variance) Lﬁ’t’)‘ﬂﬂﬁ’f)iJﬂ’NiJﬁ’ﬂJWM‘ﬁﬂJﬂQ@’JLLﬂiﬁi%ﬂUUﬂﬁiﬂﬂﬂlNﬁﬂ@]ﬁ
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A a d o A @ < 9 @ J
AN 4.27 MsaanerRuudsinenuazuuuanuiene la lums s Insannaisisue

3 Aunde L.
' WATINUD RIZEN ITAVUY

Anveansiunly . - YDINATIY F .

NIANT DY RIGEH . o a1agy

Maseoq
Warianva i milsdasy (Main Effects) 1693.17 11 153.92 2.62 0.004 ***

sinuumsTiusmsuazdldusnms 658.11 3 219.37 374 0.012%x

walduins 23227 1 23227 396  0.048 %
LWl 0.58 1 0.58 001 0921
1Y 89.96 2 44.98 077  0.466
FEAUMIANHN 196.66 1 196.66 335 0.068

01T 486.58 2 24329 414 0.017**

s1w'dimdedeiden 420.90 1 420.90 7.17  0.008**
AA3enaeanis (2-Way Interactions)  2868.39 50 57.37 098  0.523
sUuums 1dusmsa = waldusms 63.96 3 21.32 036 0.780
siunns TS Msa * e 217.62 3 72.54 124 0.298
siunsTusmsa * en 316.43 6 52.74 090 0497
sUupumslFuimsa * msfnwn 100.23 3 33.41 0.57  0.636
sUupumsIfuSmsa * erdw 923.39 6 153.90 262 0018
supumslfuSisa « e'ld 180.08 3 60.03 102 0.383
walwusms * ne 72.89 1 72.89 1.24 0.266
wal#usms = o1y 42.64 2 21.32 036  0.696
walusng * msanmn 40.81 1 40.81 069  0.405
waldusns * o1am 446.12 2 223.06 380  0.024
waldusms * 5108 153.40 1 153.40 261 0.107
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. Aunde L.
' WNATINUBDN RIZkN ILAVUY
Auvesmsfuuls o - VDINATIN F .
N1 N RGP o o C‘ﬂﬂﬂlu
AGRLON
e F MSENE 0.53 1 0.53 0.01 0.924
WA * DI 127.95 2 63.97 1.09 0.338
et * 51018 2.64 1 2.64 0.04 0.832
01g * N3N 65.60 2 32.80 0.56 0.573
01 * 91TW 339.02 4 84.76 1.44 0.220
01 * 31018 48.37 2 24.18 0.41 0.663
MIEAET * 01TW 86.09 2 43.04 0.73 0.482
Msan * 518 4247 1 4247 0.72 0.396
o * 51818 135.18 2 67.59 1.15 0.318
msfulsiieS11e'4 (Model) 4561.56 61 74.78 1.27 0.104
msfulsiimde (Residual) 13975.58 238 58.72
msfualsiava (Total) 18537.15 299 62.00
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QQti' o
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