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Abstract

This independent study aimed at examining level of satisfaction towards customer
satisfaction towards service quality of communication equipment and system maintenance
division, The Provincial Electricity Authority of Region 1 (South), of which research data were
gathered by the distribution of questionnaires to 302 officers of the Provincial Electricity
Authority Area 1 (South). The study was conducted under the framework that measured the
satisfaction of service receivers in 5 approaches: reliability, responsiveness, assurance, attention,
and service appearance, in dimensions of service providers, service process and methods, tools
and equipments, and office space. Then, all data derived were accessed by the use of descriptive
statistics, consisting of frequency, percentage, and mean.

The findings presented that respondents ranked their satisfactions towards
overall quality of the communication system maintenance service at "satisfied" level. Considering
in a single approach, it was found that the respondents ranked their satisfaction for almost all
approaches at "satisfied" level, except for the approach of attention, which was ranked at
"neutral" level. Hereafter were respectively shown the list of approaches that they satisfied with

the most: service appearance, assurance, reliability, responsiveness, and attention.



