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ABSTRACT

Title : Customers’ Satisfaction of Personal Communication Telephone

(PCT) Service in Bangkok

Student : Mr. Sirichai Kaewmanee

Level of Study : Master of Business Administration

Major : Business Administration

Advisor : Assistant Professor Sirijanya Kuawiriyapan

Nowaday two way communication is very important and necessary for living life
and business . Among the variety of communication tools, personal communication
telephone or PCT is another choice of the consumer to communication outside
without the limit of area and time , with the lower expenditure . Consequently, PCT will
become the popular method of communication in the future.

This study aims to examine the customers’ satisfaction of personal
communication telephone service including the investigation of consumer problems,
needs and behavior in Bangkok. The interviewing was used with 300 samples in
Bangkok by the prepared questionnaires .The methods of this research were related
information gathering and questionnaires by using statistics method in the examination
of frequency, mean and one way ANOVA .

The results of the study showed that most of the samples were women between
16 - 25 years old .The educational level was bachelor degree, marital status was single ,
the occupation was the student and average income per month was 5,000 baths or
lower . Most of samples used PCT less than 4 months with both home telephone and
personal portable ones for personal purpose . The using period was between 12.01 to
6.00 pm , spending 1-9 minutes and used only one PCT mostly . The average expense
per month was 400 - 1,000 bahts. The most favorite brand of telephone set was Sharp.
Most of incoming method was using personal operator and voice mail system. Most of

PCT customer never use mobile telephone before but anyone who used to have mobile



telephone now they turn to use PCT only because of the lower service expense per
month.

On the side of the PCT customer satisfaction , we found that the level of
satisfaction in product , pricing , place and sales promotion were all in medium . About
PCT using problems , most of the service problem came from the sudden missing the
line , no signal in some areas and the limited service area . The problems of PCT sets
and service expense were in the medium level but the service center and sales
promotion’s were in the low level .

In the desire criteria , the most service need was the better of telephone signal .
The most need of PCT sets were the lower price. The most need of service rate was
decreasing calling rate to PCT . The most need of service center was to have someone
for answering the question and the most need of promotion was to put the PCT sets on
sale.

The suggestion of this study are it should have some improvement and
developing service of PCT by Telecom Asia Public Corporation in many criterias. For
better service, TA Corporation should increase cell stations’ installation to enhance the
signal receiving . Consequently this will create signal channels enough for PCT users.
Also the service area should be extended widely. For better PCT sets, TA should
decrease the price, improve quality and function , provide selective models and have
enough PCT sets available for every users’ need without forward reservation. For better
service rate , TA should decrease the rate per minute especially specific period time of
day . For better service center , TA should have more service centers or put the
subcenters in convenience storesuch as 7- eleven to service sufficiently . For better
promotion, TA should set promotion period PCT sets on sale combine with increasing
cell stations to extend the efficiency and service areas for increasing PCT users in the
future .

The suggestions for the related study about PCT in the future are it should

research about the connection between PCT and the other communication channels,



which provide both of recreation and utilization for present and future, also is the

supporting service .
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