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Study the quality of service management of The National Broadcasting, and

Telecommunication Commission (NBTC) staff.

Abstract

The Office of the NBTC is responsible for Radio frequencies and providing licensing services to clients,
which is a crucial role. Therefore, the work process is an essential factor in services. This independent research
aims to study the service quality management of staff in the NBTC. 1. To study the level of perception toward
the service management of the staff of the NBTC. 2. To study the differences between individual factors and
service quality management of the staff of the NBTC.

The random samples are 400 people selected by Non — Probability Sampling, the instrument in the
study is a questionnaire. The results showed that most of the participants were female, aged between 25-30
years. The participants had an education level in a bachelor's degree with five years of work experience
approximately.

The participants' perception toward the management of the service quality management of staff in the
NBTC includes planning, doing, checking, and action. Overall, it was at a high-level (X= 4.10). When
considering each aspect, it showed that the planning was at a high-level (X=4.17). The checking was at a high-
level (X=4.13). Action is at a high-level (X=4.11), and Do is at a high-level (X=3.99). Quality management
of the NBTC staff will be successful and practical if employees, the key to the organization, understand quality

management to provide high-grade to develop the organization to success.

Keywords: Quality Management, The National Broadcasting, and Telecommunication Commission.
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