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Abstract

The objective of the research entitled The Development of a Model of Basic Telephone
Service of the Thai Telephone Corporation, Limited (Plc): Case Study of Ban Phru Town
Municipality, Hatyai District, Songkhla Province was to obtain a model of effective service by
studying the state of basic telephone service, degrees of satisfaction with the service, and
problems and obstacles concerning the basic telephone service as expressed by customers in the
said Municipality. The method of study involved the administration of a questionnaire to a sample
of 400 obtained by simple random sampling, and then the data were analyzed. The data analysis
was carried out by means of the SPSS statistical package, with percentage, mean and standard
deviation values worked out.

The findings of the study are the following. The customers were very satisfied with
these: the quality of the service, the accuracy of the conduct of the service, the personnel’s ability
to answer queries: clearly, the facilitation of requests for service, the convenient use of Y-Tel
1234, the clarity of sound quality while in use, and the satisfaction with the existing basic
telephone service. Rated as moderately satisfied were the following: the processing of requests for
new numbers, the speed of number installation, the setting up of appointment for number
installation, the punctuality of telephone number installation, the friendly service offered by
personnel regarding telephone number installation, eagerness to serve on the part of the personnel,
the personnel’s attention to individual customers, the convenience of breakdown reporting, the
convenience of the use of number 1133 for queries, the convenience of ToT Line Internet, the
speed of response to service request, the speed of notification of completed telephone number

installation, the speed of relocation of telephone number, the speed of reconnection in case of
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delinquent payment, and the speed of breakdown check and restoration to normal use. The overall
satisfaction with telephone number application and with telephone number installation service as
well as telephone number application fee was moderate, with a collective mean of 3.34.

As for problems and suggestions, it was found that the clients wanted speedier
telephone repair, installation, and moving, and more punctuality in telephone installation, as well
as an increase in new telephone numbers to be installed as needed. As for service, manner of
payment, public relations, and marketing, the personnel must possess the knowledge and ability to
introduce products to clients accurately and clearly, as well as a greater degree of sense of service.

This research suggested three strategies: strategy of improvement of service efficiency
and work-performance potential for good service to clients, strategy of public relations and
advertisement, and strategy of aggressive marketing, to constitute a form of development of
appropriate and lasting basic telephone service for Ban Phru City Municipality, Hatyai Distict,

Songkhla Province.





