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Athipan Truadnok. (2015). The Study of Customers’ Satisfaction toward Service of
Checking and Repairing Division of TOT Public Company Limited, Phranakhon
Si Ayutthaya Branch. An Independent Study for the Master of Business
Administration Program in Business Administration, Phranakhon Si Ayutthaya

Rajabhat University. Advisor : Dr.Santi Lekmanee.

ABSTRACT

This research aimed to study customers’ satisfaction toward service of Checking and
Repairing Division of TOT Public Company Limited, Phranakhon Si Ayutthaya Branch. The
procedure was divided into 3 steps: 1) the analysis of customers’ personal factors, 2) the analysis
of customers’ satisfaction, and 3) the comparison of customers’ satisfaction toward service of
Checking and Repairing Division. The samples were comprised of 395 customers who used the
service of Checking and Repairing Division of TOT Public Company Limited, Phranakhon Si
Ayutthaya Branch. The instrument was a questionnaire. The data was analyzed by frequency,
percentage, mean, standard deviation, t-test, F-test and one-way ANOVA.

the findings showed that: 1) Most customers who used the service of Checking and
Repairing Division of TOT Public Company Limited, Phranakhon Si Ayutthaya Branch were
female, they were younger than 25 years old. They were students and graduates, 2) they were
satisfied with 4 aspects: 2.1) staff, 2.2) steps of service, 2.3) communication, and 2.4) service, the
highest level of satisfaction was the service followed by the staff, the satisfaction of steps of
service and communication were at the same level, 3) the comparison of customers’ satisfaction
classified by personal factors including genders, ages, education backgrounds and jobs were as
follows: 3.1) staff, 3.2) steps of service, 3.3) communication, and 3.4) service, as a whole,
the comparison revealed; 1) the difference of genders did not affect the satisfaction of all aspects,
2) the difference of ages did not affect the satisfaction of all aspects, 3) the difference of
education backgrounds did not affect the satisfaction of all aspects, 4) the difference of jobs did

not affect the satisfaction of all aspects.
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