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ABSTRACT

The objectives of this research were: (1) to examine the influence of personal factors, including
gender, age, educational level, occupation, and average monthly income, on customer satisfaction with
internet services of National Telecom Public Company Limited in Songkhla Province; and (2) to
investigate the influence of marketing mix factors (7Ps), namely product, price, place, promotion,
people, process, and physical evidence, on customer satisfaction with internet services of National
Telecom Public Company Limited in Songkhla Province. This study employed a quantitative research
approach, focusing on customers’ opinions and perceptions toward internet service provision by the
organization.

The population of this study consisted of customers using internet services of National
Telecom Public Company Limited in Songkhla Province. The sample size was 416 respondents,
determined using Taro Yamane’s formula. Data were collected through a questionnaire. The statistical
methods used for data analysis included frequency, percentage, mean, standard deviation,
independent sample t-test, one-way analysis of variance (One-Way ANOVA), and multiple linear
regression analysis, with the level of statistical significance set at .05.

The results revealed that the overall level of customer satisfaction with internet services was
high. The comparative analysis showed that customers with different personal factors, including gender,
age, educational level, occupation, and income, did not have significantly different levels of satisfaction.
Regarding the influence of marketing mix factors (7Ps), the results of the multiple regression analysis

indicated that the marketing mix factors were generally related to customer satisfaction. However, when



considered individually, only physical evidence had a statistically significant influence on customer
satisfaction with intermet services at the .05 level. Other factors, namely product, price, place,
promotion, people, and process, did not show statistically significant influence. The findings suggest
that improving physical facilities and service environments may enhance customer satisfaction with
internet services in the future.

Keywords : Marketing Mix, Service Satisfaction, Internet Service, National Telecom
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