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Phanida Thongyou. (2014). Customers’ satfication toward TOT Public company limited fixed
line telephones among consumers in thanyaburee dustrict ,pathumtani.
Master's Project, M.B.A (Management): Bangkok Graduate School, Srinakarinwirot

University. Project Advisor: Dr.Tanapoom Ativetin.

The purpose of this research was aimed to study Customers’ satfication toward
TOT Public company limited fixed line telephones among consumers in Thanyaburee
district, Pathumtani. The samples used in this research were 400 consumers.
Questionnaires were used as research tools. Statistical techniques utilized consisted of
percentage, mean score, standard deviation, Independent Sample t-test, One-Way Analysis
of Variance and Pearson Product Moment Correlation Coefficient.

The results were shown as follows:

1. Most samples were aged less than or equal to 40 years old, worked as
government officers , state enterprise employees, private company employees and
employees , earned average monthly income between 15,001 - 35,000 Baht, used fixed line
telephone for 2 - 3 times per week and have been TOT customers for 6 -15 years.

2. The perception towards fixed line telephones in Thanyaburee district,
Pathumtani in terms of tangibles, access, responsiveness, empathy, assurance and
reliability were at good level in every respectively.

3. The customers overall satfication towards fixed line telephones was at good
level.

The results of hypotheses testing results at statistically significant level of 0.05
were shown as follows:

1. The customers with different age, occupation, frequency of fixed line telephones
usage and duration of TOT customers had different level of satisfaction.

2. The perception of fixed line telephones service in terms of responsiveness,
tangibles, assurance and empathy correlated with satfication at high level and in the same
direction.

3. The perception of fixed line telephones service in terms of access, and

reliability correlated with satfication at moderate level and in the same direction.
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(OL-Coefficient) 284n3a%1IA (Cronbach) (faen MATdyw. 2546: 49)Fseuaanilaas

72



43

LRAIDITZALANNAINTAIFDN Lasaziia1321ine 0 S oL £ 1 éAlnatfesny 1 310 LA
D oA P 'Y A ' a ' P @ A
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fanuBeduTILUUFa U uauLen lald WinAL 944
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fanuTeduTsuLFaUIUANRIwela WinNL 960
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3. NMILNUIIVIINVDYA
M lua Tl duns33813981373 (Survey Method) tadnsds “anuiinala

lunslduinislnsdwiidszdng [U3sm filefl d1ia (un1ow)] vesduilnalusnnasyy’

a o =

%’a%i’mﬂnumﬁ” I@]EJLLﬂGﬁﬂHNZﬂ’]iLﬁUTJUTJNﬁﬂﬂ;}ﬂ YNNI L 2 anwe fa

1. Tayadgunil (Primary Data) Lﬂuia?alaﬁﬁﬁﬂﬂﬂ"[@?ﬁnﬂmnﬁmamawﬁaa&aﬁ]’m

u
A

nsnauunusaunnvaInguinunelduinig niataslduinislnadwusilszdng (Fixed
Line) M ungualacng S1wau 400 1

v a a é < v { 0o A w
2. Tayan@unil (Secondary Data) sml,ﬂuma;&aLﬁalﬂuﬂnsﬂszﬂawaams‘mnEJ

v ] ]
o e @ s Aa a

wuiduldvimaAununudeyann dnffsitesnunmsviide Inedinus Uigan

U
[ ¥

Awus  s3iwut JeyaniiBuinatiia  uazlananIdng g Waldiduuwanisasnis

o = A & &
NINIIAN BRI 81%@15\‘1%

4. m‘sﬁﬂﬁ']u,axmﬁl,ﬂ‘mxﬁﬁaga
4.1 NM3VANININTOYA

Lfiavl,oﬁ“uuuaaumwﬁml,ﬁa;ﬁ%’ﬂﬁ'}LLuuaaumwﬁﬂmaﬂﬁm@ﬁ’]Lﬁumiﬁaf:

1. nmIamagaufays  (Eding)  AI98ATI9NOUANNFNYIAVBINITADY
LLuuaaumumemuaaumuﬁ"l,sjauymfaEm

2. MINNIRF  (Coding) ﬁﬁLLuuaaumuﬁQﬂﬁaaﬁﬂﬁamLﬁammiﬁ'amwﬁ"L@T
MAUAIHE LR 19nIn

3. midananatays ﬁa;&aﬁao‘sﬁ'ml,ﬁfsvlﬁﬁﬂmﬂuﬁﬂLﬁamsﬂi:mawaﬁayaiazl

1lsunsunauiniiaas



44

4.2 NM3NANLATDYR
A & v o @ Ao & g . A & I A
ﬂ’mme:vsma;&ammumsnﬂlum\mummmLﬂiwzmamﬂu 2 @A Ao
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mmmsw:ﬁmagmﬁamu LLazmmmﬂzﬁma;&mﬁa@laummummﬁm Faduwanialunig
"3mﬁ:ﬁ*’ﬂagaLLaﬁ%mimmﬁa a9t
1. mAenzAlaslTaiALTInTIoMUN (Descriptive Statistic) lasltadansit
1.1 NaNND (Frequency) Wazen3asas (Percentage) Lﬁa‘l%aﬁmﬂﬁﬂwm:"ﬁa;&amﬂ
LULROUDNN Q9%
dl dl Q > 6 v 1 a v
- @awd 1 LUURAUDNIASINUAN MU IZTINIANENS belLn 818 B1TW Myla
1 =1 dl vV Aa Q v A dl &
datdan AU lwnIbrusSnY mqﬂizmﬂ‘lumﬂ‘ﬁmnﬁ WY uzIaNNLn
Qﬂﬁwaaﬁ%ﬁ'ﬂ maa;ﬁij’@ammmaumu
1.2 dnzunnlady (Mean) uazaandealuwaNaIgI% (Standard Deviation) tiva gl
mia%myé’ﬂumzﬁa;gaﬁnmmuaaumu A9
- @auhn 2 LLUUaaumui’@ms%’ufluéfmqmmwmﬂﬁu’%mi 5 A
132naUA8 AIUANBHSNIINILAIN SIBAMNUTND AIWAITADUFWDI
Muau 19le wazdruanuanlals
d' %% =4 ] Y A % 6 o d'
~ @awi 3 wuusAUDINIaANUNINladan1lRUSAITInTAnY Uszinnva
TOT
2. mYlereidayalasltafifiianann (Inferential Statistic) tNaNAFaLANNATIUGIH
2.1 negausNNdsu laglinmeseudisiiddneg laun addnsdemzd
Independent Sample LAZFDANNTIATIERANNWUTUITIUNIILALL (One-Way Analysis of
Variance) SMILANNAZINLD 1
aa o L o e B \ A g
22 ghaaNUIERNIERINNUT0E1918VBILNEITY (Pearson product moment

correlation coefficient) ﬁ’m%’uam\lag’mﬁa 2

AaAa { "\ ¢ YV
5. addn lnlwn1sdaiziidoya
1. MYIATNLAFDALTINTIMUN (Descriptive Statistics)

lunsiianeidayaBansimnazliaal (Frequency) uazeriasnz (Percentage)

% v

lunsefune  uazlinnsidayadinyanazasuilnaludnasyy’ dsniadnusd ald

a o 6 o A A a a o o
UIMIInsanyiUszdnd [Usun Alefl $1na (uwnaw)]

1.1 fn3auaz (Percentage) 1"5’5(@13@\‘1‘11

P = i><100
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Wa P W Speas (Percentage)
f N eaudndasnnlasnndasliiiiuasas
n UNT 3 1WIWANNDNIRNARIaINWINLTETINT

1.2 daduiaaila (Mean) lidyansal X laoldgas

- XX
n

Wa X N ANAZLUWLLRAE
DX Ut HATINVBIAZULUNINUA

n LN mmmaomjuéf’mma

1.3 dudieauuanaIzn (Standard Deviation) laaldgas

sl # X A0

n(n—1)

Wa  SD.  unu  AndsuninaIRTeIAzLLINgNTI0E
2 & o @
(Zx) N NRIINVDINSLUWWNIANALNHNRIFDS
sz N WRIINVDIAZLUBLARSAIINHNRIFDS

n N mmmaang’uéﬁama

2. ai@nlfmquanuuusaunIx
! A A 9 A oA o s ! Y
mMImAIaNuTaiia lauednTadile (Reliability of the test) lasldiTndasauta

1Laaw (Alpha-Coefficient Cronbach) (ﬁ'am aﬂﬁﬁgﬁmﬁﬁ. 2546: 43)

k(cov ariance/ var iance)

(04 =
1+ (k —1)cov ariance/ variance
a o a £ a 4
Wa o unu sudsEnTenumedu
k unu - uutedinnw

covariance  unu  eafzvasaLlIlNwTINTERINAInNE g

variance N Aadgvadandstsiuvasdnan
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3. ﬂﬁﬁl,mﬁzﬁaﬁal,%omgu’m (Inferential Analysis)
Wusd@nlonasausundginlunisiae Lﬁaagﬂwaﬁw‘éﬂﬂﬂ'ﬂﬂi:mmmao
= g; cil” g; Qs ‘ﬂ' n'/ v Ann:ll U a a o 1 dq’
nMIAnaIItITAITTALA NN TN USana: 95 lapslianldnaseusuudgiuiiasea i
3.1. @1 t-test MVNAFIUAMNUANAIITERINIAILDRY 2 ﬂéjw ATHNINLAINY
uisduvenguaitadnanigadngy  lasngueiadninisaddudaszunnu  (Independent
Sample) NyzaUBEEINY 0.5 (Naw Nz, 2545: 135)

1) nsdianuudIsIuseng 2 ngurin (o-lz = 022)

shanlinasay t Jayrdasz (Degree of freedom) df =n, +n, —2

' o 2 2
2) nsaanuulsdainueang 2 ﬂsjw"lajwhﬂu (‘71 # 0, )

2
2
Se® S
nl n2
df = > >
2 2
S S2
nl nZ
+
" n,”
dl Qa a Ag Qa % 6
Wa  t unt  JUUIEENDIRAUNUT
X. Wk ALaREIRINgNAIBININGNT i i = 1,2

S W AndeaUnNeIIIUAIENTINNNAIBEWNI 2 NaY
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2 2
- n,—1)s,” +(n, —1)s
lasn sz = (1 )1 (2 )2
n+n,—-2
2 Voo ! oA
s, uni  anuwlsdrinrasnguaiegangui i i = 1,2
n, WN a‘hmuam%ﬂlumjuﬁ’msmﬂajuﬁ =12

3.2. aianTienzrnuLdsdsIuma@e (One-Way Analysis of Variance)
\ ! ' d @ . & \ . £ o A
LUUMINARDOUAULANGNTZATNANRREVDINGNADENIAIUA 2 ﬂqwuvl,ﬂ (Maen Nod
1Ty, 2545: 293)
. y . o X
32.1. @1 Ftest ldnamauanuuandvrznivduaiosainduinly lay
MIATZAAMNULLTUIUNLGLT (One-Way ANONA) Nvzautuda 0.5 (Nasn iz
1. 2545: 135)

MS
Foo= b
MS,
dll 1 nnd‘ v I =) [ 1A
We F unw  esdenlndssuifsunudiinganisuanuasuuy F
WD NIUTBRIAY

MS, wni drdszinmusinnunlilsausenitengy
(Mean Square between Groups)
MS, unu @i']ﬂs:mmmaamml,l,ﬂsﬂnumﬂ&lumju

(Mean Square with Group)

lagfi MS, = b
. (k-1)
MS = S5

SS, UNu  WATINARIREITTWININGN
(Between Group sum of Square)
SS,  unw wmmﬁwé’maamﬂ&luﬂ@:u
(Within Group sum of Square)
k uni - IUIUNgN
n unw  Swuanlunguaiatng
(k—1) unu  Degree of freedom FIUMIUYIHUTERIINGY
(dfb)

(n—k)unw  Degree of freedom dwiumsudsdumulungu
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(dfw)

nImwuANNLAndaIlidAYNRDa  Jvinmaseuidunugnzau

WoEIATY weawn = 0.05 nIaTEAUAUITaNUIaua: 95 9z1T7D Fisher's Least-Significant

Difference (LSD) \ailSouifisudnafonaduaingueiatne inagiiglathifiuandanu

lavldgasaait (faen Nivdinm. 2546: 258)

o
Wa n =n;;

LSD

MSE

LSD

LSD

LN

LbV19h
LbV19h
LN
LbV19h
LbV17h

LN

AuadetpiAyndwInlddmiungualatngun

@1 Mean square error (MS,)
ﬁ‘hmuﬂéjmaoﬂ@uﬁaasha‘ﬁl%maau
a‘hmumﬁuﬁaamaﬁmm

AANNARIALARD

=

ﬁhmuéhamaslumj&m i

b

Fuaudratslungu j

3.2.2. gaIMyiaziauulTIuNude) Brown-Forsythe (B) 1flu

nadifinnuudlTInveudaznguLane1an (Hartung. 2001: 300) snanInioulaasd

B
Tagdn MSW'
Lfia B

LN

MSB
MSW'*

S5

i=1

' aad

AEDAN LTNANTW b4 Brown-Forsythe
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MSB unu Gi’]ﬂaml,l,ﬂsﬂi’suszﬂdwﬂsju

MSW' wnis ﬂ"]mmLLﬂiﬂi’sunmlunq;ﬁ%’m%’uaﬁa Brown-

Forsythe
k N ﬁ‘hmuﬂﬁjwﬁ’saﬂw
n N muwmjuéﬁamd
N W awadsesing

S 2 LN ﬂ’nmLﬂsﬂi’mmadﬂﬁjuﬁaama

nItiNaNInaFauiaNuLandsadelinad AyYNnIada asrinmmaseuiduned

iWagifidlanuanedsnulasldiT Dunnetts T3 (31303 inafIn. 2543: 116) Agasasii

¢ a Xi—Xj
1, 1
MS(W) —+—
9 )
41' 1 Aadl va . . .
il & @ un%  enadan kiwansan s t-distribution
MS,, whu Atzanmuvaianuudstnumelungy
(Mean Square within group) 193 Brown-Forsythe
Xi  unn  @UafsuaINguaIetnm i
X; unu  duafuveInguenetii |
n. W% UIUGIEIVBINGNN |
n, N ﬁ‘imaué'aamamaaﬂéjuﬁ j

e a £ v o ¢ ' ' A 6
3.3. RNARNUITENIRNRUNWDIDLNI18VDILNYIRW (Pearson product moment
. . s ! e o v A a ' o o A &
correlation coefficient) Tfnananuaun s snndsaasiMidudaszdanis (Nag1 NWTE
Uy, 2545: 311-312)

nxxy — (Zx)Zy)
VInzx — (2x1inzy” - (2y )]

{ o a QF o e
138 I LV17h auﬂsmﬂﬁauauwuf

X BT WHRIIUVDIAZLUI X
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IXP O UN% HATINATWUWIA X uwinzdioninaies
Ty UN%  WATINATUUUTA y UARTEIENMAIEDS
IXYy UMW HATINVBINAQIAIEWIN X WAz y

n LN ﬁ‘hmumaaﬂﬁjwﬁ’sas}’m

Tasfienaudsansanaunutasiiansning -1 <r <1 a9l @aen NiTdiiyT. 2546: 280)

1y 6 r 1I%AY LRI x uae y Sanudunusluiiensasedng fe 81 x Win y a2
80 1 x 80 y LR

2) @1 rifluuan wEas x uas y Sanadunuslufianiadioani ae 61 x i y 9
e T x 80 y 92aa8IeE

3) fr Hawdlnd 1 nuwde x wary AaNNFNAUTluAan1adeInu wazd
AUFNNUTAWANN

4) 81 r Hawdlnd -1 nuneh x waz y AANNFNAUTIUAAN 1IN wazdl
AUFNNUTAHANN

5) T r =0 LEAII X AT Y HANNTFUN WS ULRE

6) ™ r 1"lna 0 LEAIIN x LAz y IANURNAUTAUDE

7) TumsUszifuna 22 1933n15u09T29m U aNaAIRANTBINITULISATANATI

(Class Interval) laaldgasdwimgronirsvassu asdallil

aun TS uATINATY = ARIFA — ﬂ'w‘i']q@
ST
- 120 oo
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NI RN ENL T AN AR FUR IS
AT AN an U IS ANRINE
0.81-1.00 ﬁﬂamé’wﬁufﬁzﬁugamﬂ
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0.21-0.40 fanusuRusszaue
0.01-0.20 fanusuRuEIZe UGN
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