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BUSINESS CONSUMER'’S SATISFACTION TOWARDS THE SERVICES OF
TELECOMASIA CORPORATION PUBLIC COMPANY LIMITED

AN ABSTRACT
BY
MISS KITTHAYAPORN JIRABONKIT
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for the Master of Business Administration in Marketing

at Srinakharinwirot University

September 2002



Kitthayaporn Jirabonkit (2002). Business Consumer's Satisfaction Towards The Services Of TelecomAsia
Corpamfz'-én Public Company Limited. Master Project, X-M.B.A. (Marketing). Bangkok :
Graduate School, Srinakharinwirot University. Advisor : Assist. Prof. Supee Limthai.

The purpose of this research was to study business consumer’s satisfaction towards the services of
TelecomAsia Corporation Public Company Limited. In seven aspects : Sale and Request to Installation,
Installation, Quality of Network, Inform to Maintenance, Maintenance, Payment and Complaint. It compared
Business consumer’s satisfaction towards the services of TelecomAsia Corporation Public Company
Limited. by grouping customers under following classifications : type of business ; size of business and time to

be customer. It also included recommendations from customers.

The samples of this research were 198 companys who were average revenue more than 100,000 baht per
month to TelecomAsia Public Co., Ltd. A questionnaire was constructed and used as a too! to collect data.

Percentage, mean, standard deviation and One“way Analysis of Variance were statistical method to analyze data.

The research revealed that :

1. The customers’ satisfaction was at a high level in all aspects and each aspect.

2. There was no statistical significance difference for the satisfaction in all aspects and each aspect from
the customers with difference type of business.

3. There was statistical significance difference level at .05 for the satisfaction in all aspects from the
customers with difference size of business except the each aspect of Installation, Quality of Network,
Maintenance and Complaint, There was statistical significance difference level at .01. And Payment, There was
statistical significance difference level at .05.

4. There was statistical significance difference level at .01 for the satisfaction in all aspects from the
customers with difference time to be customer except the each aspect of Sale and Request to Installation, Quality
of Network and Inform to Maintenance, There was statistical significance difference level at .01, Installation and

Maintenance, There was statistical significance difference level at .05.
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Y131 - Harold Koontz., Cyril O’Donnell., Heinz Weihrich?, (1986) Essentials of Management. : 373.

Py . -

AT ANLAIND Ie lumsUiramtufmde sdunguus s lwazindnms Miausutangu
sy .ﬂ:;:; o - ar dp J
wuRANguAMsINUINs I lomsNeu Asil /&

o 1 A OORE
1. nouRhniuiien (Content Theories) ’

J (i:l) nqyﬁﬁﬁuﬁummﬁmmwm Maslow (Maslow’s Need Hierarchy)
»
¥ 12 NQUNNT gah—ﬁwu U949 Herzberg (The Motivation-Hygiene Theory)
« 1.3 noufusagalonidunnuduse vey McClefland (McClelland’s- Achievement Motivation

Theory)
£ 1.4 ﬂqyﬁ E.R.G. Y03 Alderfer (Alderfer’s Existence Relatedness-Growth Theory)
2. ﬂqyﬁ?‘;nﬁunswwms (Process Theories)
J @ ﬂﬂﬁﬁﬂ'ﬂﬂﬂ‘lﬁﬂ% (Expectancy Theory) 993 Vroom
£ 22 MQUHAIMANONIN (Equity Theory) Y93 Adams

¥ J .
1. nqy.ﬁﬁzﬁumam (Content Theories)

1.1 NOERIAVIUAIUADINITVBY Maslow (Maslow’s Need Hierarchy)
Qr oy O 4 P 9/
Abraham H. Maslow tihniniaine iddnuiduniieanudesnisveangwd  dhudiniu

= o 1 rY « =
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: - ~ s o .:i" o -~
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Bgiﬂﬂ Fu anudeanisemis 111 M arundssoumume ardeentimedusemathuaie

4
wugmnmnaum'mﬁ'ﬂqmwaaumuuﬂ FeoziionwadengAnssuvesnuiidadionmdosnsiimunaves

Al TATumsaoueues |
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1.2 nquﬁmsgﬂa—émuﬂm Herzberg (The Motivation-Hygiene Theory)

nauiinisgeleved Hezberg H¥eSunuandnfiusen 194 Motivation-Maintenance
Theory, Dual factor Theory, Herzberg’s Two-factor Theory

[BINosn (Herzberg and others. 1959) 1adnudundidy TaviimsdunmehiniySuas
N5 200 AU SIngshonazgRmIMnNTsuRdesRMmTTn vadymuFarauii emdgondn  (Indu deals.
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a3 an liveledesuveaaniun  wanessyadsnaedsunsinuvesannlumandudiy  die
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A L T | ﬂ.r ] = | =y L ) J = |
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VY, o o -y 1 o o 1 P
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M
o | | =] oy o -:& F | i o
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L anuduielueuiivi (Achievement) munwia msﬁuﬂﬂaﬁmmﬁmﬁn'luﬂ‘rmﬁﬂagmﬁha 9
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5. smsUnaseniafuliyan (Supervision Technical) Muwih fusduigiianuianuaunsa
»
Tunisinases hiflend gAsssy samiseusadiudimisdnnsuazinaTulad
6. WlvVWUASNITUSHIT (Company Policy and Administration) HuNeHa MFIAMSUAZNS
yFvsanveseinisnilssandam
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10. awdudeluant (Achievement) v anwd Ty lumsiufifamawin 1dSuveouvingsu

»
vssanadude uaziinnuneleluanniu
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Herzberg UamumuNndinasaduivaimmely (Satisfaction) lilvaimTinels (Dissatisfaction)
0t ﬂ. ’ ar 1 & LT -E.; n:: 0 L] t L - [ o -y . J .=;
diBetuuaiay  awvdagsnvilvinannu hivelvesn T 18 s uduwsvi I ifanune lovuwunuh

i - » »
dhusirssinlidunasfediguanesiinuae lWedufuvniu  Herzberg  Iamnfiuiidanas st
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(No dissatisfaction) (ﬂiﬂallﬁ‘] Bﬁfﬁl. 2533 :77)

a1 1o 1s

«ﬁ 1IN Eﬂi]

Dissatisfaction ATURAAIAU Satisfaction

Traditional View

ANLUve 19

111'5'?1']’11!?{%}111 M

No Satisfaction ile %'tlj!'ﬂ'i] Satisfaction

Moativators

a1 binsle

M A3 1ﬁﬁﬂ1ﬂ
v

No dissatisfaction edvsigu Dissatisfaction

Hygienes
amitiznoy 3 HAAINITNAAIRTINLAIINNGLS — Lol

i : Hellriegel Don and John W. Slocum Jr. (1992) AMarnagement. : 437.
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17

I& P - :I l -y, - ] » 4 " F N -
FeziimtintlesmunIediguliibiynansifiadoossissininmn  uazvedwadolse@nimmnlumsiane

1a

anuduiasseninaonuniseinisgaleves  Maslow wag Herzberg (asof uinis. 2538 : 83-
’ L - : _ e .-:" v d =9 -
39) Tdnam1ih nwfrdAutuanudeanisves Maslow sz luni¥iviudinnudienisniousey
<t a ' : =
lwwewyanald luvesiiuuafinues Herzberg sxsnobiisudnlodaudimuie nazesdiudagalviiszaevuoues

s
A 1ADINTT IAUMVUAUA D TULHUN T

Maslow

1sagaly

(ANUABINTT)

NOANTSLE

1w

(Fagale)

Herzberg
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Motivation Theory)
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