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Executive summary

Project: Survey and Analysis of Consumers Rights Awareness in Telecommunication

Services, 2013

This objectives of the survey were 1) to explore consumer rights awareness of
telecommunication services 2) to investigate the percent changes in consumer right awareness
between the first and the second survey 3) to investigate gap of consumer right awareness
between consumer in Bangkok metropolis and other regions 4) to estimate the grand percent of
consumer rights awareness 5) to explore the percent of consumers complains when having

problems with consumer rights ,and 6) to suggests a plan for promote the awareness.

Data collection techniques were quantitative and qualitative using questionnaires and focus
group. The same questionnaire was administered to the same customer twice at 4 months
interval.  Focus group was conducted after the first survey to collect detail information of
consumer rights. A sample of over 5,500 was selected from customers of age 15-60 years old
from 5 regions, the north, the south, the north east, the central and Bangkok metropolis.

Results were as follow.
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Results of the first and the forth objective showed that the grand consumer rights awareness
average of the first survey was relatively high. When considering each dimension of the
consumer rights awareness ,it was found that 5 dimensions, the information right, the quality
service right, the retaining same number right, the SMS SPAM reject right, and the service
accessibility right were at relatively high level , 2 dimensions, the complaint right and the fair
contract right were at relatively low level. The second survey showed the grand average was

relatively high and all 7 dimensions were at relatively high level.

Results of the 2th objective showed that from the 1st survey to the 2™ survey there were
significant increase of 5 dimensions of consumer right awareness, the information right, the
quality service right, the complaint right, and the service accessibility right, the fair contract
right. There was a significant decrease of the SMS SPAM reject right. Lastly there was an

unchanged awareness of the retaining same number right.

In addition the result showed that the change of information right from the 1™ survey to the
2" survey increased from 55.4 percent to 61.5. It was found that female, Bangkok metropolis,
and self-employed consumers increased their consumer right awareness more than their

counterparts.

The Change of service quality right from the 1" survey to the " survey increased from 52.3
percent to 59.7. It was found that female, Bangkok metropolis, and self-employed consumers

increased their consumer right awareness more than their counterparts.

The Change of the complaint right from the 1st survey to the 2nd survey increased from 48.8
percent to 51.6. It was found that female, Bangkok metropolis, and self-employed consumers

increased their consumer right awareness more than their counterparts.

The Change of the fair contract right from the 1st survey to the 2nd survey increased from 50.2
percent to 56.9. It was found that male, the central region, and self-employed consumers

increased their consumer right awareness more than their counterparts.

The Chang of the retaining same number right from the 1st survey to the 2nd survey increased
from 62.4 percent to 64.0. It was found that female, the southern region and Bangkok
metropolis increased their consumer right awareness more than their counterparts. In contrary

the northern region consumers decreased their consumer right.



The Change of the service accessibility right from the 1st survey to the 2nd survey increased
from 59.5 percent to 64.6. It was found that female, the central region, and self-employed

consumers increased their consumer right awareness more than their counterparts.

Result of the 3" objective showed the difference of consumer right awareness between the
Bangkok metropolis and other regions. For the information right comprising 3 rights, the result
showed that consumers in Bangkok metropolis had lower awareness than the southern and
the northeastern consumers in “in case of customer request for service information, the service
provider must provide it with minimum cost”, the consumer in Bangkok metropolis had higher
awareness that the southern and the northern consumer in “consumer must receive clear
service information or condition for making decision ” and the consumer in Bangkok metropolis

had higher awareness than the southern and the northeastern consumer in “ consumer can

ask to see, copy, stop his information processing”

For the service quality right comprising 5 rights, the result showed that consumers in Bangkok
metropolis had higher awareness than the northern and the northeastern consumers in
“consumer must receive good service or will be paid if not”, “home telephone must be
installed after 10 days of requesting”, and “consumer must receive good service as advertise by
service provider” ,the consumer in Bangkok metropolis had higher awareness than the northern
consumer in “consumer should not ask to pay for the repair if the problem is not caused by
him” and the 2™ survey result showed that the consumer in Bangkok metropolis had lower
awareness than the southern and the northeastern consumer in “home telephone must be

installed after 10 days of requesting”

For the fair contract right comprising 13 rights, the result showed that consumers in Bangkok
metropolis had higher awareness than the northeastern consumers in “the service provider
company cannot ask for more than necessary personal information”, and “consumer may stop
the contract when the provider cannot keep promise” ,the consumer in Bangkok metropolis
had higher awareness than the northern consumer in “service provider company must give a
copy of the contract”, and “service provider cannot ask for any service pay not written in the
contract ” and the 2™ survey showed that the consumer in Bangkok metropolis had lower
awareness than the northeastern consumer in “customer may stop contract anytime by writing

»

to the service provider at least 5 official day



For the retaining same number right the result showed that consumers in Bangkok metropolis

had higher awareness than the northern and the northeastern consumers.

For the SMS and SPAM rejection right the result showed that consumers in Bangkok metropolis

had higher awareness than the northern and the northeastern consumers.

For the service accessibility right comprising 3 rights, the result showed that consumers in
Bangkok metropolis had lower awareness than the northeastern, the northern, the central, the
southern consumers in “there must be at least 2 telephone number provides for each village”,
and, the 2" survey showed that the consumer in Bangkok metropolis had higher awareness
than the northern consumer in “consumer have free will to choose or buy any service or

product”

Results of the 5" objective showed the problem from service quality, and from fair contract

decreased at the 2™ survey but channels of complaint increased at the " survey.

Recommendations were 1) There were lower consumer awareness of the complaint right, the
fair contract right than others, the promotion of these two awareness should be emphasized at
the northern and the northeastern consumers, 2) There were key messages from the qualitative
survey that can be used for the promotion of awareness, and 3) suggestion from focus group
showed 2 organizations, 2 contents, and 9 channels to be used in promoting consumer

awareness.
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