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Abstract

The study aims to compare the consumer’s
expectations for internet service with the quality of internet
service provided by the TOT public company limited in
Saraburi province. The objectives of the study are: to study
the demographic factors that affect the consumer’s
expectations for internet service; to study the demographic
factors that affect the quality of internet service; and to

compare the consumer’s expectations of internet service with
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the quality of internet service. The sample used in this study
was 407. The data were collected by using questionnaire. The
statistical tools for analyzing data were frequency,
percentage, mean, standard deviation, t-test, One-way
ANOVA and Least Significant Difference (LSD). The
findings were as follows: most consumers using internet
service were female, aged between 20 and 40 years old,
educational level were upper secondary or professional
certificate, vocational private professional staff, average
monthly income less than 10,000 baht. The difference
between consumer’s expectations for internet service and the
service quality that consumers actually receive with respect to
the physical touch, trust, response, confidence and caring
were statistically different at the 0.01 level. The expectation
of quality received was higher than the actual quality of

service.
Keywords: expectations, Service Quality, Internet
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