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ABSTRACT

The objectives of this research were 1) to study the customer business information affecting the
satisfaction with the service quality of NTT Data (Thailand) Co., Ltd., by analyzing information about
customer details and the data were analyzed for percentage and frequency 2) to study level of customer
satisfaction with the service quality of NTT Data (Thailand) Co., Ltd., classified by Personal,
Communication Effective and Process Control & Monitoring and 3) to compare customer satisfaction
with the service quality of NTT Data (Thailand) Co., Ltd. classified by Business, Enterprise, Authorized
capital, Period of doing business with the company and Location of establishment. The population was
customers using the services provided by NTT Data (Thailand) Co., Ltd. in 13 projects with 30 project
administrators. This study was a quantitative research. A questionnaire SD scale, (score 0-10) was used
as a research instrument to collect data. Data collected were then analyzed using statistics, including
percentage, frequency, mean, standard deviation, independent sample test and F-test (One-way

ANOVA).

The findings according to the objective 1 indicated that most of the respondents were public
limited companies (53.3 %), financial companies (53.3%), had registered capital of more than 1,000
million baht (76.7%), have operated the business of more than 1 year to 5 years (50%) and had business
location in Thailand (53.3 %). The findings according to the objective 2 indicated that the respondents’

satisfaction with the service quality in terms of personnel, effective communication, and service process

was at the very high level (U = 8.30 SD= 0.60). The findings according to the objective 3 indicated that

(2]



mean scores on satisfaction were in the range of high — very high level. The highest mean of satisfaction,
classified by nature of business was 8.29; meanwhile the lowest mean of satisfaction, classified by
registered capital of the company was 8.17. In addition, the findings according to the set hypothesis
showed that the respondents with different nature of business, type of business, registered capital of
the company, and years of business partnership with the company is different. Satisfaction with the
service quality of NTT Data (Thailand) Co., Ltd. had not different therefore, three dimensions of service
standards should be maintained while service process should be improved. Future studies should

explore marketing factors such as marketing strategy, technology and building competitive advantage.

Keywords : Satisfaction of service, Service quality, Personal, Communication Effective, Process Control
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