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ABSTRACT

This thesis tries to find out the opportunity of Internet Service Provider in
Thailand. We try to identify the main reasons why Internet users choose ISP, the
promotion that ISP should use in marketing their services and the major problems that
Inter users face when using the Internet service from ISP. The findings can help new
and existing ISPs to improve the quality of services and market their services more
efficiently.
The survey was conducted by interviewing 2 groups of Internet users, students
and employees. Both groups express almost the same conditions they used in buying
ISP service. The main considerations are "Speed of Data Transmission", "How Easy to
Connect to the Internet" and "Cost of Connection".
From the result of survey, we found that promotion, especially in the form of
discounts and free usage hours, can persuade the target respondents to buy.
The main problems for Internet users still are the main reasons they purchase,
"Speed of Data Transmission", "Easiness to Connect to the Internet" and "Cost of
Connection". Half of the target respondents indicated clearly that they have changed
their ISP at least once mainly because of the above problems.
Due to the reasons that Internet users use in choosing ISP and the current
problems that they have faced, it's explainable to conclude that there are still room for
new ISPs to enter the market. The existing ISPs can also use this opportunity to improve
services and expand their market.
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I. INTRODUCTION

1.1 Introduction
Internet awareness and usage has been growing like a rocket during the past few
years. From only small countable groups of scientists, professors and users; today, there
are more than one million Internet users in Thailand. The trend for Internet is expected
to continue growing strongly in the next couple of years.
The reason behind this is its huge network size connecting to computers
worldwide. Many users utilize the benefits of Internet by using e-mail (electronic mail),
intorination searching, web site presence, etc.
Due to the sweet pieces of cake in Thailand Internet market, many companies
were set up in order to provide Internet service to both organizations and individuals.
These companies, usually called Internet Service Providers (ISPs), hope to enjoy the
cake. There are about 16 ISPs set up in. Thailand. ISPs in Thailand are as follows:
(a)

Internet Thailand — www.inet.co.th

(b)

Loxlnfo — www.loxinfo.co.th

(C) A-Net — www.a-net.net.th
(d)

CyberNet — www.sarnart.ce.th

(e)

Asia InfoNet —

(f)

Computech Micro System — www.cot.co.th

(g)

Far East Internet — vvww.fareast.net.th

(h)

Siam Global Access — www.sga.net.th

(i)

IdeaNet — www.idn.co.th

(j)

Internet KSC — www.ksc.co.th

\wvw.asianet.co.th

(k) LineThai — www.linethai.co.th
(1) InfoNews — www.infonews.co.th
(m) WorldNet — www.wnetnet.th
,(n) Chomanan — www.cwn.net.th
(o)

CS Communication — www.cscoms.com

(p)

Asia Access — www.asiaaccess.net.th

However, only about 10 of them are active and market their products
aggressively. To emphasize the huge potential of NI' bns-ineQs in Th•l -ilqnrl
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about the 60-million total population here in Thailand. As mentioned earlier, there are
more than one million Internet users in 1998, only 400,000 — 500,000 of them are really
members of ISPs. Compared to the number of Internet users in the Thailand population,
you will see a huge gap for ISPs to sell their service. The problem is "how to do that?"
1.2 Background of the Study
The huge potential in ISP business does not mean "survived" or "profitability".
Some obstacles occur in the market and those ISPs have to identify and find out the way
to overcome them. Besides the crowded competitive situations, other problems like
government regulations, huge investment, price war, technical problems like the
transmission speed, efficient technical problem handling are the other factors for all
ISPs to consider.
Customer needs must be analyzed and find the ways to satisfy them with the best
service. The problems faced by customers must also be surveyed for proper and timely
action.
On the surface, it seems like ISP is a very good business, but the competition
behind the scene is really tough. Each ISP fights for the market share. The survivors are
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the companies who really understand the customers' needs and problems, and can find
out proper and timely ways to handle these factors.
Do all ISPs make profits? IS this business really attractive? What should ISPs do
in order to survive and enjoy profits? The opportunities of this business both in shortand long-term periods should be another interesting topic to study. Attractive business
(ISP business) should go parallel with attractive marketing too.
1.3 Scope and Limitation of the Study
Recently, ISPs provided their service also to upcountry in order to expand their
Fr

Bangkok area. Most Internet users are in Bangkok. The survey was directed to the
Internet users who are member of ISPs (paid users).
This project will not be concerned about the investment because it is beyond the
scope of this project. We will assume that all of them have already been surveyed and
know the cost and the budget of investment in this business.
Time and money are other important limitations for this report. Our sampling will
be only 0.05% of the population.
The technology is changing very fast and such Internet hardware is getting better
everyday. The number of ISPs can increase too. However, we have to use more time in
collecting data, surveying, and editing and finding the results. So final information in
this project may not be up to date compared to the speed of technology changes.
1.4 Objectives of the Study
(1)

To study the opportunity to invest in the Internet Service Providers business
in Thailand.

(2)

To guide the Internet Service Provider in setting up their marketing plan and
deliver better services to Thai Internet users.
3

(3) To study the problems of Internet users in connecting on with ISP, pricing,
limitation of usage time, speed of data transmission and efficiency of
technical supports.
1.5 Importance of the Study
This study will help ISPs to understand more about users' problems and their
perceptions toward ISPs' services. After the current and potential problems are
identified, better services can be provided; this will benefit both ISPs and users and the
progress of Internet market in Thailand as a whole.
anc-1:11C;7
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business, several countries are trying to educate their citizens to use Internet. If ISPs
could provide better services, they will get the services matching their needs. So ISPs
have the opportunity to survive with at profit. More satisfied users will encourage more
new users and the market will then expand.
More users who know about Internet and more users who use Internet, will reflect
the country's progress as a whole. If Thai citizen can afford to utilize Internet, our
future trading will be advantageous . The key for today is to eliminate or at least
minimize all the barriers in using the Internet. ISPs whose role is to provide the Internet
service, have to be the main participator. The failure of ISPs means the collapse of
Internet in Thailand.
1.6 Statement of the Problems
Even with some new technology provided by ISPs, there are still some problems
faced by Internet users. This project will try to answer the following problems:
(1)

What is (are) the reasons to choose ISP?

(2)

What kind of promotion should ISP provide for users?

(3)

What is (are) the main problem(s) of using Internet through ISP?
4

After this project, the ISPs will know how to improve and add new service to the users.
1.7 Research Methodology
A total of 172 Internet users, who have at least one ISP, were interviewed by
using questionnaires. The author was the person who conducted the interview. The
interviewer would go to 4 selected business areas — Silom, Asoke, Sukhumvit and
Sathom — and distribute self-written questionnaires to the target respondents.
Stratified and accidental sampling would be used in the survey. Target
respondents would be asked whether they had their own Internet account or not. Only
resporvIrants

Tnt(r.rn('t

1.8 Delimitation
Some problems of upcountry users might be different from Bangkok users. These
problems should also be studied and identified. Upcountry users should have the same
chance in using Internet like the Bangkok users. Due to the limitation of geographic
area, this study did not include upcountry respondents.
One main factor that also has some impacts to the Internet business is government
policy for today and tomorrow. This issue is another important topic excluded in this
report but should be studied.
1.9

Definition of Terms
ISP: Internet Service Provider (ISP) is a company that provides Internet

connection service to Internet users. Only some selected companies will be chosen by
the government to be ISPs. End users have to be members of ISP before they can
connect to the Internet.
Bandwidth: The speed that ISPs connect to the Internet usually qualified in terms
of Megabit.
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Connection Speed: The connection speed of end users to ISPs, which is usually
qualified in terms of bit per second. Generally, we have 28.8 KBPS, 33.6 KBPS and 56
KBPS.
Telephone Line: Number of telephone lines, which ISPs provide their members.
More telephone lines will make members easier to connect to the ISPs Internet service.
Email: It stands for "Electronic Mail". It is the sending and receiving mail
services used on the Internet.
Internet Account: After applying to be member of ISPs, users will get their own
Internet account with those particular ISPs.

6
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2.1

Internet Service Providers in Thailand
The Communications Authority of Thailand controls the business of Internet

Service Providers in Thailand. So every ISP in Thailand has to ask for a license before
they can open their businesses. The CAT will hold 40% shares of every ISP in order to
control their business. (Manager Daily, Sept. 14, 98: 4).
The CAT will collect the rental fee for a circuit to worldwide Internet network.
Currently, the law will not allow foreign cornpanies to be the ISPs in Thailand.
Nowadays, there are about 1.5-16 ISPs in Thailand but only 6-7 ISPs are active
aggressively. The competition in this kind of business is very heavy. Every ISP has to
develop and improve its technology and service to provide it to Internet users. It seems
to be a profitable business because more and more people tend to use the Internet. There
were approximately 400,000 people who are members of ISPs (Paid users),
(Thansettakij, Jan. 10, 99: 15). Now, there are about 629,000 Internet users in Thailand
and 86% are in Bangkok. It means about 300,000 paid users are in Bangkok (From the
data of AC Nailson in the year 1999).
Internet Thailand is the first ISP in Thailand. The government owns it. KSC
Commercial Internet Co., Ltd. is the first private ISP. KSC is the market share leader,
and has about 40% of the total market (Krungtep Turakij, Aug. 21, 98: 4). Every ISP
tries to create its selling point in order to differentiate itself from the competitors, such
as KSC has the highest domestic and foreign data transmission circuit. Loxley
Information Service Co., Ltd. is the first Commerce Service Provider that a user can
automatically pay through credit card. C.S. Communications Co., Ltd. uses satellites to
provide Internet service and will provide Internet service countrywide. We can see that
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all of them try to focus their strong points. Several ISPs try to find the joint venture
from overseas in order to survive in the market during the crisis (The survey of
Prachachart Turakij, dated Dec. 7, 98: 23-24).
Some private ISPs are not satisfied with some policies issued by CAT. They feel
that CAT does not support them but try to get rid of them from the market. Most ISPs
faced the economic crisis in Thailand, so they have to find ways to solve their financial
problems. The trend of Internet will be good in the long term. So several foreign
investors try to take over the Internet business in Thailand in order to make profit in the
future.
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investors because they have more money, so they could get rid of domestic ISPs by
offering free or very cheap service prices. Thus domestic ISPs cannot survive and will
be out of the market, then foreign providers can control the market. They can set unfair
prices for Thai Internet users (Manager Daily, Sept. 14, 98: 4).
Today there are many types of promotion campaigns in the market launched by
ISPs in order to capture more members. The promotions are such as buying Internet
hours and get free PC but the users have to make a contract for 2 years, selling in the
form of package, dumping the price, zero entrance fee, cheaper rate for night usage, etc.
Internet users have many factors beside the price in deciding from where to buy the
service. So it is not true that lower prices can persuade them to make decisions.
2.2 Major Problems of ISPs in Thailand
The problems of Internet Service Providers in Thailand can be divided into 3 main
areas. (From the interview of Khun Julapas Kreusopol, assistant managing director of
Samart CyberNet Co., Ltd., Manager Daily, Dec. 30, 1998: 4).
(1) Bandwidth: This is about the transmission traffic. It can be compared with
the road. If there are so many users, the road will be full and will have
8

traffic jams. Some companies are not interested in the problems of the users.
They will not solve the problems for their customers and leave the traffic
problem to the customers. Some companies may sell their shares to local or
foreign buyers who have more money to help them to improve the quality of
services.
(2)

Software: If we have excellent roads for the Internet users, but no way for
the users to go, it will be boring for the users. Good contents and excellent
software are the services that can help the ISP to be better than other ISPs.

(3)

License: This is the main problem that TSPc have to face. The TSPc have to
adjust themselves according to the CAT's policies in order to get a license.
The ISP companies have to work together with the CAT.

Other problems of this business in the future is "free trade". It means to open the
market for foreign investors. Mr. Sutape, Minister of Transportation, plans to announce
open free trade on January 1, 2000 in order to comply with WTO. Then the domestic
ISPs in Thailand has to find ways to protect themselves from this future problem. They
plan to join their business with each other (Krungtape Turakit Post, Sept. 23rd, 1999).
The domestic ISPs will join and be divided into 4 mains groups. Some will try to find
joint ventures with oversea companies in order to make themselves stronger in the
market (Manager Daily, Dec. 30, 98: 4).
2.3 Internet Users in Thailand
The Internet users' behaviors affected the opportunity of ISPs business as follows:
(1) The amount of Internet users is increasing. The users who are state
enterprises are increasing by about 20-30% at the same time the amount of
individual users is increasing by about 50,000-100,000 users. (From the
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interview of Dr. Srisakdi Chamonman, Thansettakij, Apr. 8, 99: 1 and 15).
The increasing rate in 1999 is 66.4% (Krungtheb Turakit, Dec. 28, 1999.)
(2) In the next 10 years, target users who access the Internet will still be
educated people. This is because in that period, the Internet may not reach
the majority of the Thai population who are farmers or children under 10
years old, but will reach literate people who can read and write Thai and
English (President of the Association of Thai Computer Industry (ATCI),
Manoo Ordeedolchest, The Nation, Dec. 29, 98: 3).
(11
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tool to reduce the cost and the expense in their organizations such as using
e-mail instead of fax. (Manager Daily, Dec. 28, 98: 19).
(4)

According to the survey recently conducted by a Singapore-based research
firm, it indicated that with Internet access, users are spending less time
watching television and videos, sleeping or talking on the phone. (The
Nation, Sept. 9, 98: B1-B2).

(5)

The result from the survey on Internet users by a Singapore-based research
firm said that eighty-two per cent has access to the Internet daily while most
spend at least an hour a day online (The Nation, Sept. 9, 98: Bl -B2).

From the survey, the major obstacles of Thailand Internet users are high costs of
Internet access. However, users rank high-speed access and reliable service as more
important than cheap rates. (The survey on Internet users by Singapore-based research
firm, conducted for the second time)
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III. RESEARCH METHODOLOGY

We had already mentioned some details and background about ISP in Thailand.
Most of the information that we stated in Chapter 2 came from secondary sources. This
information will also help us to see the opportunity of ISP in Thailand. The main point
of this project is the primary data that we will use in the research to find out the
obstacles for Thailand Internet users. The result of this research will help us to
overcome those obstacles, and we can analyze the result in order to find out the
opportunity of ISPs in Thailand. In the next topic, we will clarify the research
methodology that we will use in doing this research.
3.1 Data Collection
We will use questionnaires to survey the target Internet user respondents' opinion
and predict the population. The questionnaires will be both open-ended and closedended. After we finish setting the questionnaires, we will test the questionnaires with 5
persons.
The author will be the interviewer. The interviewer will ask the respondents
whether they had their own Internet account or not. The interviewer will distribute selfwritten questionnaires to the target respondents. It is a structured interview.
Population
There are about 629,000 Internet users in Thailand and 86% are in Bangkok
(From AC Neilson report 1999). There are about 400,000 people who are members of
ISPs (Paid users). It means that about 344,000 people are paid users who are in
Bangkok (400,000*86%).
The population is 344,000 people. Our population is the paid users who are in
Bangkok.
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Sampling
We will use sampling 0.05% of population due to the limitation of time and
money that we had already mentioned in Chapter 1.
No. of sampling = 344,000 * 0.05%
= 172
This research will interview 172 Internet users, who are members of at least one
ISP. We will interview only paid member. 80% of them are students of universities and
another 20% are the state enterprises, private sector and individual users (working
orrailn)

Then we will explain the ways that we will use to select a sampling. This research
will use stratified and accidental sampling. Target respondents would be asked whether
they had their own Internet account or not. Only respondents who had Internet accounts
would get the questionnaires. Our target respondents 172 people will be divided into 2
main groups. We will interview 138 students of universities and another 34 people from
working groups.
3.2 Data Implementation
We divide the respondent groups by considering the ratio of Thailand Internet
users. 138 students of universities respondents will come from ABAC University 46
persons, 46 from Chulalongkorn University, 46 persons from Thammasard University.
34 persons from the working group will be divided into 2 groups based on
business location.
We will go directly to the ABAC University to interview 46 students. Then we
will go to Chulalongkorn University to interview 46 students and the last place is
Thammarsard University to interview another 46 students. Next day, we will go to
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Silom road to interview 17 persons and to Asoke Road to interview another 17 persons.
In total we will use 2 days to collect the data.
Then we will edit all the questionnaires immediately after the day of collecting
data because we have just finished the interview. If there are some mistakes, we can
remember and correct them more easily with reliability.
3.3 Data Analysis
After we collect all questionnaires, we are going to keep all data in the computer
by using the SPSS program.
we wiii set the values and the code numbeis for each question and each
answer. Second, we then key all data by following the code numbers. Finally, the SPSS
output will be our statistical presentations.
Moreover, the pies and graphs will be made to show clearly the differences and
comparisons.

13
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IV. FINDING RESULT

We collected the data by using the questionnaire to conduct the personal
interview. The questionnaire is composed of 16 questions. Our target respondent
(Internet users) are divided into 2 groups, students and working people.
SPSS software was used to analyze the raw data got from the personal interview.
Manual analysis also was used in some questions in order to make the output data
understandable. The result of the survey can answer the statement of problems as
follows:
4.1 Reasons to Choose ISP

Table 4.1. What ISP Do You Use to Connect to the Internet?
Student

Working people

Total

Percentage

KSC

44

22

66

38.37%

UNIVERSITY

30

6

36

20.93%

CS-INTERNET

25

10

35

20.35%

Others

8

8

16

9.30%

LOXINFO

8

3

11

6.40%

SAMART

5

3

8

4.65%

120

52

172

100.00%

TOTAL

From the survey, we found that 38.37% of target respondents use KSC as their
primary ISP to connect to the Internet. 20.93% of target respondents use noncommercial ISP which is University. Another 20.35% use CS-INTERNET of
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Chinnawatra Group as their ISP. Loxinfo and Samart get 6.40% and 4.65%
respectively. The rest of 9.30% uses other ISPs beside the above mentioned ISP.
The result table indicated that KSC is the most popular ISP among Internet users.
It is an almost predictable result because KSC is the pioneer in ISP business and it is
also named as one of the fastest Internet connections here in Thailand.
University and CS-Internet come after KSC as number two and three respectively.
It's possible that University (non-commercial ISP) can be number two in this survey
because our main target respondents are students. These students, which have a lower
income, have no reason to spend more in applying for commercial ISP, as their
universities already provide free Internet access. However, as a surprise there are 90
students out of 120 in this survey who indicated that they use commercial ISP. Their
main reasons are High Speed of Data Transmission, Easy to Connect and Low Price.
CS-Internet came third from the survey result. The percentage is quite close to
University. Due to the aggressive promotion and marketing campaign, together with its
technology, like satellite connection. CS-Internet can become one of the most popular
ISPs in Thailand in a short period of time.
Loxinfo and Samart are also mentioned by target respondents but they are used by
only a small group of respondents.

15
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Table 4.2. What ISP Did Target Respondents Choose?
Percentage Working people Percentage

Student
KSC

44

36.67%

22

42.31%

UNIVERSITY

30

25.00%

6

11.54%

CS-INTERNET

25

20.83%

10

19.23%

Others

8

6.67%

8

15.38%

LOXINFO

8

6.67%

3

5.77%

SAMART

5

4.17%

3

5.77%

120

100.00%

52

100.00%

TOTAL

Conclusions:
(1)

Majority of students choose KSC as their ISP followed by University and
CS-Internet.

(2)

Working people choose KSC as their number one ISP followed by CSInternet and Others.
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Table 4.3. Why Do You Choose to Connect with That ISP?
Student Working people Total

Percentage

High speed of data transmission

40

19

59

34.30%

Easy to Connect

30

10

40

23,26%

Low Price

27

11

38

22.09%

Good Service/ Technical Support

12

7

19

11.05%

Well-known

9

4

13

7.56%

No Comment

2

1

3

1.74%

120

52

172

100.00%

TOTAL

The number one reason that the overall respondents use to judge their ISP is the
"Speed of Data Transmission", 34.30%. 40 out of 120 students and 19 out of 52
workers choose this criteria. Another 23.26% of all respondents choose "Easy to
Connect" as their main reasons in buying ISP service, 30 out of 120 students and 10 out
of 52 workers choose this criteria.
"Price", 22.09% came as the third reason in choosing ISP. 27 out of 120 and 11
out of 52 workers use this criteria. Other reasons that the target respondents use for their
primary criteria in choosing ISP are "Services" and "ISP Popularity" which got 11.05%
and 7.56% respectively.
From the result Table 4.3, we can see clearly that "High Speed of Data
Transmission"; "Easy to Connect" and "Price" are among the major criteria that the
target respondents use in choosing Internet ISP. Both students and workers got almost
identical criteria ranking.
It shows that "Price" is not just the main factor for our target respondents to
choose ISP. "Speed of Connection" and "How Easy to Connect to the ISP" are more
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important than "Price" alone. Because of this result, more than 50% of total studentrespondents answered in the survey said they use commercial ISP (not University) as
their primary ISP. It is known for long that University Internet is too crowded and slow,
so as the price of commercial ISPs becoming lower, students have a very high potential
to switch to use commercial ISPs.
Conclusions:
The reasons that respondents choose ISP are as follows:
(1)

High speed of data transmission

(2)

Easy to connect

(3)

Low price

18
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Table 4.4. Why Did Students Choose ISP?
Number of Students
Reasons

Total
CS Loxinfo Samart Others Student

University

KSC

High Speed of Data
Transmission

15

8

12

3

1

1

40

Easy to Connect

12

6

8

4

0

0

30

Low Price

9

13

1

0

3

1

27

Good Service / Technical
Support

3

0

1

1

1

6

12

Well-known

5

2

2

0

0

0

9

No Comment

0

1

1

0

0

0

2

44

30

25

8

5

8

120

Total

After we collected data in Tables 4.1 and 4.2, we must analyze what ISP and the
reasons that students chose as follows:
(1) KSC is the ISP that they mostly use. 44 students out of 120 respondents use
KsL. i he reasons that they use KSC are because:
(a)

High speed of data transmission, 15 respondents choose this answer.

(b)

Easy to connect, 12 respondents answer this reason.

(c)

Low price, 9 respondents choose this reason.

(2) University is the second ISP that students use most. 30 students out of 120
students respondents use University because:
(a)

Low price, 13 respondents choose this reason.

(b)

High speed of data transmission, 6 respondents choose this reason.

(c)

Easy to connect, 8 respondents choose this reason.

19

(3) The third ISP that students mostly use is CS Internet. 25 students out of 120
respondents use CS Internet. Because:
(a)

High speed of data transmission, 12 respondents answer this reason.

(b)

Easy to connect, 8 respondents choose this reason.

(c)

Well-known, 2 respondents choose this reason.

(4) Loxinfo is the fourth one that they choose, 8 students out of 120
respondents. The reason to use Loxinfo because:
(a)

Easy to connect, 4 respondents choose this reason.

(b)

High speed of data transmission, 3 respondents choose this reason.

(c)

Good service/Technical support, 1 respondents choose this reason.

(5) 5 students out of 120 choose to use Samart. The reason to use Samart
because:
(a)

Low price, 3 respondents answer this reason.

(b)

High speed of data transmission, 1 respondent choose this reason and
Good service/Technical support, 1 respondent choose this reason.

The three main reasons for students in choosing ISP still are "High Speed of Data
Transmission", "Easy to Connect" and "Low Price". KSC got a higher score in term of
High Speed of Data Connection and Easy to Connect. This is explainable because KSC
is popular in its high connection speed. They also always increase the number of
telephone lines in order to make the users easy to connect.
Universities got high score in terms of price. This is not a surprise, especially
among students group, because almost all of the Universities provide flee Internet
access to their students.
Conclusions:
The reasons that students choose ISP are as follows:
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(1)

High speed of data transmission

(2)

Easy to connect

(3)

Low price

Table 4.5. Why Did Workers Choose ISP?
Workers
Reasons

KSC University CS

High Speed of Data
Transmission

Loxinfo Samart Others

Total
Worker

9

2

5

1

0

2

19

Easy to Connect

4

0

3

2

1

0

10

Low Price

2

4

2

0

2

1

11

Good Service / Technical
Support

4

0

0

0

0

3

7

Well-known

3

0

0

0

0

1

4

No Comment

0

0

0

0

0

1

1

22

6

10

3

3

8

52

Total

•

We have analyzed the reasons to choose ISP of working people and we can get
the answer as follows:
(1) KSC is also the number one among working people, 22 working people out
of 52 respondents who use KSC. The reasons of choosing KSC are
respectively as follows:
(a)

High speed of data transmission, 9 respondents choose this reason.

(b)

Easy to connect, 4 respondents choose this reason and Good
service/Technical support, 4 respondents choose this reason.
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(2) CS Internet is coming as the second ISP that working people select, 10
people out of 52 respondents. Their reasons to choose CS Internet because:
(a)

High speed of data transmission, 5 respondents choose this reason.

(b)

Easy to connect, 3 respondents choose this reason.

(c)

Low price, 2 respondents choose this reason.

(3) University is the third ISP that they choose, 6 working people out of 52
respondents and the reasons for choosing University because:
(a)

Low price, 4 respondents choose this reason.

(b)

High speed of data transmission, 2 respondents choose this reason.

(4) There are 2 ISP that came in fourth, Loxinfo and Samart. 3 working people
out of 52 respondents choose Loxinfo and also 3 people out of 52 choose
Samart but the reasons are not the same. The reasons to choose Loxinfo are
because:
(a)

Easy to connect, 2 respondents choose this reason.

(b)

High speed of data transmission, 1 respondents choose this reason.

The reasons to choose Samart are because:
(a)

Low price, 2 respondent choose this reason.

(b)

Easy to connect, I respondent choose this reason.

For workers, KSC ttot the highest score for almost every reason but price.
Universities still got higher ranking in terms of price. Overall, from this survey, CSInternet come closest to KSC. However, at a glance, "High Speed of Data
Transmission", "Low Price" and "Easy to Connect" are still the main factors in making
the deciSion to choose an ISP.
Conclusions:
The reasons that working people choose ISP are as follows:
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High speed of data transmission
Low price
Easy to connect

Table 4.6. How Many Hours per Month Do You Choose to Apply with?
Student Working people

Total

Percentage

10-20 hours

33

15

48

27.91%

21-30 hours

28

12

40

23.26%

31-40 hours

12

6

18

10.47%

41-50 hours

3

1

4

2.33%

14

6

20

11.63%

9

6

15

8.72%

21

6

27

15.70%

120

52

172

100.00%

More than 50 hours
Not sure
Never apply for ISP
TOTAL

From the survey, we found that the package that most students choose to apply
with is 10-20 hours per month (33 people) and 21-30 hours per month (28 people out of
120 students). The third package is more than 50 hours, students choose (about 14
people). From the figures of working people, we can see that most people choose 10-20
hours per month (15 people) and 21-30 hours per month (12 people).
We can conclude that most people choose to apply 10-20 hours per month
(27.91%), the second package is 21-30 hours per month (23.26%). The third one is
more that 50 hours per month (11.63%).
Majority of our target respondents applied for 10-20 hours a month. However, 2130 hours per month percentage is quite close to 10-20 hours too. It can become the
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conclusion that 10-30 hours can become a reasonable hour usage per month for the
target respondents. ISP should prepare their package at about this number of hours per
month. Too many hours can become too much for users.
However, it is interesting that 11.63% (coming third in the survey) of target
respondents indicated that they use more than 50 hours per month. This heavy usage
group is also an interesting market of ISP who want to target only heavy usage users.
Conclusions:
Number of hours per month that respondents apply with ISP are as follows:
10-20 hours
21-30 hours
Never apply for ISP

Table 4.7. In Your Opinion, What Is the Reasonable Price per Hour for Internet
Connection?
Student Working people

Percentage

Total

101

35

136

79.07%

21-30 Baht

15

13

28

16.28%

31-40 Baht

2

0

2

1.16%

41-50 Baht

0

2

2

1.16%

No comment

2

2

4

2.33%

120

52

172

100.00%

Lower than 20 Baht

TOTAL
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The result of this questionnaire shows that 79.07% students and working people
think that a reasonable price for Internet connection is less than 20 baht per hour. So the
price also is an important factor in choosing ISP.
It is not surprising that the price less than 20 baht will be chosen by a majority of
target respondents in the survey. Most ISP already charged lower than 20 baht because
of the tough competition in the market. ISP business has become a price-war field.
Pricing is one of the major strategies that ISPs have to consider very carefully.
However, from the survey, it shows that "Price" is not the number one reason for
respondents in choosing ISP. "Speed of Data Transmission" and "Easy to Connect" are
the main reasons. In this case, it is the ISPs jobs to prove that their speed and easiness of
connection are superior than their competitors and worth their service charges.
Conclusions:
Price per hours of Internet usage that respondents think is reasonable:
(1)

Lower than 20 baht

(2)

21-30 baht
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4.2 Type of Promotions That ISP Should Provide

Table 4.8. Where Do You Regularly Buy or Apply for ISP Monthly Membership?
Student Working people

Total

Percentage

Computer Store

44

12

56

32.56%

Apply Directly with ISP

25

14

39

22.67%

Book store

18

13

31

18.02%

Depai Intent store

17

6

23

13.37%

Apply at computer exhibition

10

6

16

9.30%

6

1

7

4.07%

120

52

172

100.00%

Others
TOTAL

We can see that 44 students out of 120 regularly apply or buy Internet connection
at a computer store, 25 students apply directly with ISP, 18 and 17 students from
bookstores and depaitinent stores respectively. For the result of working people, we can
notice that they regularly apply directly with ISP, 14 people out of 52 people, 13 people
from bookstore and 12 people from computer store. We can notice that most working
people regularly get the ISP from these three channels. Totally 32.56% from computer
stores, 22.67% apply directly with ISP and 18.02% from bookstores.
Distribution channels are also important for the success of ISP, especially when
the Internet package was launched in the market. In the past, only monthly members can
log-in to the Internet, which means almost all Internet users have to apply directly with
ISP. Today, there are new Internet products like Internet package which users, as
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temporary members, can buy only specific amount of usage hours from ISP. With the
package, users need not apply with ISP on a monthly membership.
ISPs who launch their Internet package have to know what is the right distribution
channel for them. From the survey, traditional channels like "Computer Store", "Book
Store" and "Department Store" (don't count "apply directly with ISP) are still working.
Conclusions:
The major distribution channels that respondents buy or apply for Internet usage
are as follows:
(1)

Computer store

(2)

Apply directly with ISP

(3)

Book store

Table 4.9. Do You Think Promotion Can Persuade You to Make Decision?
Student Working people Total
Yes
No
TOTAL

Percentage

114

47

161

93.60%

6

5

11

6.40%

120

52

172

100.00%

This question made us know for sure that promotion can persuade users to buy or
choose which ISP. 93.6% of respondent answer that promotions affect their decision.
It is difficult for ISP marketers to sell their services without promotion in the
tough competition situation. Most ISPs, have promotions. There are many creative
promotion campaigns launched in the market like free computer, free usage hours,
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unlimited number of hours per month etc. You can see that more than 90% of our target
respondents said that promotion can persuade them to make the buying decision.
Conclusion:
Most of our target respondents indicated that promotion campaigns can persuade
them to buy ISP Internet.

Table 4.10. What Kind of Promotion Do You Like the Most?
Student Working people Total

Percentage

Free usage hours

68

31

99

57.56%

Discount

42

17

59

34.30%

Computer with free Internet

8

4

12

6.98%

Others

2

0

2

1.16%

120

52

172

100.00%

TOTAL

57.56% of respondents like free usage hours, 34.30% like Discounts. So from
these result we can see that users are price sensitivities. They like promotions which
make the price cheaper.
"Free Usage Hour" and "Discount" are different ways to lower the price for end
users. However, these two campaigns can be targeted to the same potential customers,
price sensitive groups. These two main promotions are almost normal in ISP business.
There are still some more creative promotion campaigns in the market but most of the
target respondents in this survey can think about only these two campaigns.
Computer with free Internet came hot for a short period and fade down. Very few
respondents in this survey mentioned about this promotion,. It may be because the users
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see no difference between computer price and free Internet. Computer sellers might give
free Internet of 100 hours worth 1,500 baht; users see this 1,500 baht is nothing
comparing to the computer's price.
Conclusions:
The type of promotions that respondents prefer mostly are as follows:
(1)

Free usage hours

(2)

Discount

4.3 Main Problems in Using Internet

Table 4.11. What Is(Are) the Important Problems That You Face in Using Internet?
Student Working people Total
Speed of data transmission

Total
resimincients

Percentage

102

39

141

172

81.98%

Cost of access

94

31

125

172

72.67%

Connection to 11-1

63

26

109

172

63.37%

5

0

5

172

2.91%

Others

From Table 4.11, the survey about the problems that users face in using Internet,
the result finding is 81.98% of total respondents face the problem of speed of data
transmission, 72.67% face the problem of cost of access and 63.37% face the problem
of connection to ISP. From the survey, we can prove that speed of data transmission,
cost of access and connection to ISP are the obstacles in using Internet.
From Table 4.11, you can see that the result supports the information that we have
discussed early in this chapter. The main problems of the target respondents still are
"Speed of Data Transmission", "Connection to the Internet" and "Cost of Access".
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These 3 problems are quite clear and they are very significant problems for target
respondents. ISP should analyze these problems carefully before coming up with the
creative improvements to win users' minds.
Conclusions:
The main problems that target respondents face in using the Internet are as
follows:
(1)

Speed of data transmission

(2)

Cost of access

(3)

Connection to ISP

Table 4.12. How Often Do You Change ISP within Last 6 Months?
Percentage

Total

Working people

Student
1 time

38

15

53

30.81%

2 times

24

4

28

16.28%

3 times

2

6

8

4.65%

More than 3 times

6

2

8

4.65%

50

25

75

43.60%

120

52

172

100.00%

Never change
TOTAL

70 students out of 120 and 27 working people out of 52 answer that they have
changed ISP within the last 6 months. This shows that about 56.4% have changed.
30.81% of respondents have changed 1 time, 16.28% changed 2 times and about 4.65%
changed 3 times. Another 4.65% changed more than 3 times. There are about 43.6% of
target respondents who have never changed their ISP.
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More than half of our target respondents indicated they have changed their ISP at
least once. This is to show that the loyalty in this business is not that high. This is good
news for new corners to capture the market. At least, we know that there are still room
for new players to target their products. If ISP can identify the reasons why the
customers change, that ISP can come up with good strategic plans to capture and
maintain loyalty of those customers.
Conclusions:
How often do target respondents change their ISP:
(1)

1 Time

(2)

Never change ISP

(3)

2 Times

Table 4.13. Why Do You Change ISP?
Student Working people Total

Percentage

Expensive

20

11

31

18.02%

Low Speed of Data Transmission

19

5

24

13.95%

Difficult to Connect

17

5

22

12.79%

Difficult to Buy

8

3

11

6.40%

Want to try new ISP

3

0

3

1.74%

Recommended by others

2

2

4

2.33%

Others

1

1

2

1.16%

50

25

75

43.60%

120

52

172

100.00%

Never change ISP
TOTAL
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The main reasons that users change their ISP are "Expensive", "Low Speed of
Data Transmission" and "Difficult to Connect", 18.02%, 13.95% and 12.79%
respectively. The other reasons are "Difficult to Buy", "Want to Try New ISP" and
"Recommended by Others", 6.40%, 1.74% and 2.33% respectively. There are about
43.60% of the target respondents that never change ISP.
Even, "High Speed of Data Transmission" and "Easy to Connect" get higher score
as the reasons in choosing ISP, we found that the real reasons that our target
respondents change their ISP is Price. Price came first in this case. However, "High
Speed of Data Transmission" and "Easy to Connect" still get closer scores to the
"Price".
From the above figures, we can come up with the primary conclusion that "High
Speed of Data Transmission", "Easy to Connect" and "Price" are not only the main
factors in choosing ISP but are the major reasons that users change their ISP.
Conclusions:
The main reasons that respondents change ISP:
(1)

Expensive

(2)

Low speed of data transmission

(3)

Difficult to buy

All the results in the statement of the problem in this research will answer the
following statements:Statement of problem: 1. What is (are) the reasons to choose 1SP?
Finding result: KSC is the most popular ISP among both group of target respondents,
students and working people. In student groups, they use University as the second ISP.
For working groups, CS-Internet came second. KSC got the highest score from both
student and working groups in its high speed of data connection. In term of easiness to
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connect to ISP, KSC still got the highest score from both students and working groups.
It is - not surprising that University got the highest score in terms of price because most
Universities provide free Internet service.
Mainly, the respondents choose ISP because of "High speed of data connection",
"Easy to connect" and "Low_price". "High speed of data connection" is the number one
reason that both student and working group consider in choosing ISP.
Conclusion: From the findings, we can conclude that the main reasons that target
respondents choose ISP are "High speed of data transmission", "Easy to connect" and
"Low price".
The number of hours per month the target respondents choose to apply the most is
10-20 hours/month followed closely by 21-30 hours/month. Most target respondents
expect the reasonable price per hour for Internet connection should be lower than 20
baht.
Statement of problem: 2. What kind of promotion should ISP provide for users?
Finding Result: From the research, Computer store is the most popular place that target
respondents buy the Internet from. Applying directly to ISP and book stores came
second and third respectively.
In terms of promotion, almost all target respondents mentioned that promotion
campaigns can persuade them to buy the Internet service. The most popular promotion
campaign that target respondents choose is free usage

hours

wune discount came

second.
Conclusion: From the research, we can make the conclusion that promotion campaigns
can persuade target respondents to buy the Internet service from ISP. The type of
promotions that respondents prefer are free usage hours and discount. ISP should
provide these types of promotion extensively to persuade users to buy.
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Statement of problem: 3. What is (are) the main problem(s) of using Internet
through ISP?
Finding result: Main problems that were faced by target respondents are compatible
with the reasons that they choose ISP, which are "Low Speed of Data Transmission",
"High Cost of Access" and "Difficult to Connect -to ISP".
It is interesting to notice that about 31% of target respondents change their ISP
one time in the past six months, 16% mentioned that they changed twice. Even 44%
said they never change ISP, it still cle-arly showed in the research that more than half of
The respondents change their ISP at least once in the past six months. The main reason
that they change ISP are "Expensive", "Low Speed of Data Transmission" and
"Difficult to Connect to the ISP".
Conclusion: From the findings, we can conclude that the main problems that target
respondents face in using the Internet are "Speed of data transmission", "Cost of access"
and "Connection to the Internet".
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V. CONCLUSIONS AND RECOMMENDATIONS

5.1 Conclusions
The main three reasons that users use to judge in making the decision to choose
the ISP are "Speed of Data Transmission", "How Easy to Connect the ISP" and "Price".
Students and workers share these same reasons.
In ISP business, promotion is important. Today, almost every ISP have launched
their promotions to attract the target market. From our survey, we also found that
promotions, mostly in form of discount or free usage hours, can persuade our target
respondents to make the decision.
There is still opportunity for new ISP to enter the market. An ISP which identifies
the current problems of end users clearly has higher potential to come up with the right
strategies to become a powerful player in the field. From the survey, we know that the
three main problems of end users are "Speed of Data Transmission", "Connection to
ISP" and "Cost of Access".
More than half of the survey's respondents mentioned that they have changed ISP
within the past 6 months, mainly because of these three main problems. Together with
the respondents reply that they welcome new ISPs, this emphasizes that there are room
for a new problem-solver ISP to enter the market.
Besides a new ISP, this report can also be the reference for existing ISPs to
identify current problems and find the way to solve them in order to protect their market
shares.
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5.2 Recommendations
From the finding results, we can notice that "Data Transmission Speed",
"Connection to ISP" and "Cost of Access" are among the major problems in which
most Internet users have to face with in their cyber life. Even there are also some other
problems, but these three are the key problems.
If there are still problems in Internet users' eyes, there are still rooms for new ISPs
to enter the market. ISPs which can handle these three main problems and promote their
ability to solve the problem smartly for the target users, have a very good opportunity to
win customers' minds.
"Speed of Data Transmission" is very depend out on the speed of lease line that a
particular ISP uses. Higher lease line speed means higher speed for end users. However,
the equipment used in ISP network like servers, LAN or WAN also have the impact of
data transmission speed an ISP which can provide better technology and equipment can
ma

ke th e data transmission sneed faster and hi-ln r-F,.dpre the prol- leT-ns among P H A

' se rc

For the problem about data transmission speed, ISP is just one side of the coin.
Smarter ISP can also provide a new type of connection service to end users beside a
regular telephone line (which has limited speed capacity). The new connection
technology like ISDN or Cable can be used to attract speed-hunter users to try the
service and finally become regular users. However, these new connection types should
not take too much money from their pockets.
Providing enough telephone line will solve the problem of "Connection to ISP",
users will be very bored if they have to wait 5 or 10 times before the connection to ISP
is established. The target respondents from our research found out that "difficult to
connect to ISP" is one of the main problems. It seems like the current ISP still provides
not enough telephone lines to support the increasing amount of Internet users.
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An ISP which wants to enter this market should have a very smart ratio system to
calculate the proper amount of telephone lines to support the number of their Internet
users efficiently.
Reducing cost of operation will make the final service price to end customers
lower. Good planning in scale of service and technology to match customer's demand
will help the new ISP to yield reasonable or even lower-than-competition cost of
operation. Cost/benefit analysis scheme has to be used extensively before coming up
with the cost reduction plan.
Another way to reduce the operating cost is to improve the reliability of hardware
and network equipment. Better equipment will make users easy to use the Internet with
less trouble. Fewer troubles mean users need not contact technical support, so the ISP
doesn't hire too many technical support staffs. This will help to reduce the cost of
operation.
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their ability to end-users is also important. To have a right product with the right price
delivered by the right channel tackled with right promotion campaign is the thing that
ISP need to consider carefully because the competition in this market is quite intense.
The figure from the survey regarding marketing is shown in Table 1.1 to Table 3.3
in chapter 4. We can refer to that for the right marketina. mix. However, to consider the
ISP business in terms of marketing is not the emphasis of this report, so the data might
not yield enough results for marketers.
In conclusion, as Internet technology change very fast and this report doesn't take
this condition into account as the main consideration, the result of this survey might not
compatible with the time you've read this report, more or less.
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APPENDIX A
QUESTIONNAIRES
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Personal Data

1.

Sex
Male

Female

2. Age
Under 18

24 - 29

18 - 23

Over 29

3. Education
High School

Associated Degree

Master Degree

Doctor Degree

Bachelor Degree

4. Occupation
Student

Owner of business

Staff of private company

Others

Questionnaire

1. What ISP do you use to connect to the Internet?

iuiii quusuuti 1, why do you Chose to coil' iOGI. with that ISPt

3.

How many hours per month do you choose to apply with?
10-20 hours
More than 50 hours

4.

31-40 hours

21-30 hours

Never apply for ISP monthly membership

Not sure

Which is the first criteria do you use in choosing ISP? (choose one answer)
_Cheaper price

Easy to connect

Word of Mouth

Convenience to buy
High speed of data transmission

Good service/Technical support

5.

41-50 hours

Others

How many hours do you use Internet per month?
Less than 10 hours
41-50 hours

10-20 hours
More than 50 hours

21-30 hours
Not sure

6. In your opinion, what is the reasonable price per hours for Internet connection?
Lower than 20 baht
41-50 baht

21-30 baht
Higher than 50 baht
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31-40 baht
No comment

31-40 hours

7.

Where are you regular buy or apply for ISP monthly membership? (choose only one answer)
Computer store

Apply directly with ISP

Department store

Apply at computer exhibition
Others

Book Store
8.

Do you think promotion can persuade you to make decision?
No

Yes
9.

What kind of promotion does you like the most? (choose only one answer)
Computer with free Internet

Free usage hours

Discount
Others

10. What is (are) the important problems that you face in using Internet? (can choose more than one
answer)
Cost of access

Speed of data transmissions
1.)

11. What is (are) the main purposes that you use the Internet? (can choose more than one answer)
Find or buy products

Find information

Manage website

Investigate competitors

Follow technology

Follow fashion

Check e-mail
Publicize company
Chat with friends

vii leis
12. How often do you change ISP within last 6 months?
1 time

2 time

3 times

Never change
13. From question 12, why do you change 1SP?

14. What is your opinion about new ISP that will come into the market?

15. What is your recommendation for ISP in Thailand?
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More than 3 times
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