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ABSTRACT

This study had objectives as follows:The first objective of the study was to measure
customers’ perception of service quality of TOT Public Company Limited of Internet Service
Center in Mae Hong Son Province.The sample was 369 customers of TOT Public Company
Limited who live in Mae Hong Son Province. Data were collected by using questionnaires
measuring perception of service quality. The statistics employed in data analysis were percentage,
mean and standard deviation.

Regarding the second objective, The qualitative was applied to analyze the data in order
to search for the ways to improve the quality of ADSL (Asymmetric Digital Subscriber Line)
Internet service delivery of TOT Public Company Limited in Mae Hong Son Province. Fourteen
staffs, related customer service in TOT Public Company Limited ADSL Service delivery, were
interviewed.

The results found that customer’s perception on the quality of ADSL service delivery of
TOT Public Company Limited in Mae Hong Son Province which were based on 5 factors- the
structure of service delivery, reliability, validity, response and caring to customers were in good
satisfaction. Although, the results from quantitative study showed customer satisfaction, the

results from the qualitative study found that there were some factors need to be improved as



followed: 1) Time efficient on indentifying the problems of the service 2) Convenience of
customer on reporting the problems of the service 3) Stability of Internet ADSL service delivery
4) Sufficiency of staff 5) Punctuality of customer appointment 6) Appropriateness of the contract

of rent based on customer needs and 7) Accessibility of Media advertisement to all customers.



