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Sukij Bundidsakda. (2002). Custor-er Satisfaction Toward the Telephone Services of the
Petchaburi Telephone Service Office in Petchaburi. Master Project, M.Ed.
(Business Education). Bangkok : Graduate School, Srinakharinwirot University.

Project Advisor : Assoc. Prof. Aree Punmanee,

The purpose of this research was to determine and to compare customer satisfaction
toward telephone services of the petchaburi telephone service office in  petchaburi four areas o
competencies were identified : service provision, payment service, staff, and physical enviroment
according to sex, age, education level, occupation, income and service times amount The sample
included263 customers The instrument used for collection data was the ratting-scale.questionnaire
. The statistics used analyzing the data were percentage, mean standard deviation, t-test.distribution
and one way analysis of variance.

The result ware as follows:

1. The customer service satisfaction toward telephone services in a whole and each aspect
in moderate level ,general service the first | follows payment service , and area placement, staff.

2. The customer with difference gender had satisfaction toward telephone services as a
whole with statistically significant difference at .05 level and then consider in each aspect with
statistically no significant difference.

3. The customer with difference age had satisfaction toward telephone services as a
whole with statistically no significant difference and then consider in each aspect with general
service payment service and staff had satisfaction toward telephone services with statistically no
significant difference in physical environment. with statistically significant difference at .05 level.

4. The customer with difference education had satisfaction foward telephone services in a
whole at .05 level Then consider in each aspect service porvision and staff with statistically no
significant differencel in payment and physical enviroment with statistically significant at .05 level.

5. The customer with difference occupation had satisfaction toward telephone services in
a whole with statisticafly significant differencel at .05 fevel then consider in each aspect generai
service and staff with statistically no significant difference in payment and physical environment with
statistically significant differencel at .05 level.

6. The customer with difference income had satisfaction toward telephone services as a
whoie with stafistically No significant difference then consider in each aspect service pravision and
payment physicall enviroment with slatistically no significant difference in staff with statistically
significant differencel at .05 level.

7. The customer with difference frequencies used service had satisfaction toward
telephone services in a whole with statistically significant difference at .01 Then consider in each
aspect, general service and payment with statistically significant difference at .01 level, area

placement with statistically No significant difference at .05 and staff with statistically no significant

difference .
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Reliability
warr Method 1 (space saver) will be used for this analysis ******
RELIABILITY ANALYSIS - SCALE (ALPHA)

Rem-total Statistics

Scale Scale Correcled
Mezan - Variance tem- Alpha
if ttem if tem Total if llem
Deleted Deleted Cotrelfation Deleted
X1 162.3667 1075.4126 6718 9704
X2 161.5667 1098.2195 4391 9712
X3 162.0000 1106.3448 .6040 9707
X4 162.2000 1069.2000 .8087 9699
X5 162.3333 1074.8506 .7788 .9700
X6 161.9000 1071.8172 .7998 .9699
X7 161.5333 1092.1195 6118 9706
X8 162.0000 1087.2414 8910 .9703
X9 161.9667 1091.4816 5512 9708
X10 162.5000 1083.5000 .6466 9705
X 162.4000 1066.9379 8834 .9696
X12 162.4667 1066.1195 9185 9695
X13 162.1333 1097.2820- 4929 9709
X14 162.3333 1066.5057 8277 9698
X185 162.2333 1101.4954 4052 9713
X186 161.8667 1099.0851 4948 9709
X17 162.3000 1095.6655 .5982 .9706
X18 162.3667 1088.8609 6113 9706
X19 161.7000 1104.4931 4288 9711
X20 161.8000 1106.2345 4620 9710
x21 162.3000 1079.6655 7479 9701
X22 162.3333 1074.0920 .8942 9697
X23 162.0000 1073.1034 .7092 .9702
X24 162.6333 1090.9989 .6256 9705



X25
X26
X27
X28
X289
X30
X31
X32
Xa3
X34
X35
X36
X37
X38
X39
X40
X41
X42
X43
X44
X45
X46
X47
X48
X49
X50

Reliability Coefficients
N of Cases = 300

9711

Alpha =

162.4333
162.4000
162.4333
162.0667
162.0000
161.6000
161.8000
162.0333
162.1000
162.0667
162.0000
162.4333
162.1000
162.7000
162.0333
161.9333
162.3000
162.8000
162.2333
162.2667
161.8000
162.3000
162.6000
162.0333
161.7667
162.3000

1098.8057
1088.5931
1087.7713
1105.2368
1090.2069
1106.3862
1085.3345
1102.7230
1091.8172
1094.8230
1083.7931
1093.8402
1086.5069
1084.7000
1108.7230
1099.2368
1084,0793
1072.0276
1110.8747
1091.7195
1099.6828
1091.5276
1078.8000
1090.2402
1102.9437
1103.7345

6862
6655
6653
4964
6236
5268
7215
6006
6264
6240
6561
4223
7654
5228
5144
7107
6459
8270
.3599
6540
6036
6402
6257
6461
5232
4502

N of items = 50

970&
9704
.9704
9709
9705
.8708
9702
9706
9705
8705
8704
9714
9701
8710
9709
9704
9705
9698
9713
9704
9706
9705
9706
9705
9708
9710
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