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ABSTRACT

The study aimed at investigating the satisfaction of business and industries cuhétomers in
Mueang District towards service quality of the Chiang Mai Provincial Electricity Authority. The
data was collected with a set of questionnaire administered to 313 customers who had used of the
clectricity. The results showed that:

The respondents were mostly male aged 30 — 39 and graduated bachelor degrees. Most of
them operate service business assisted by 1 - 50 employees though their business located in
municipal area. Most of their electrical appliances were for lighting. They had used of the electricity
for 24 hours and earned around 500,000 — 1,500,000 baht monthly; the monthly average of electricity
charges was 50,000 — 150,000 baht. Annually, those customers who had used of the electricity had
tieir electrical meters checked once. The charging bills were all correct and had no correction.
Those who had used of the electricity liked to be informed at least 3 days in advance when the supply
had to be halted; they could rearrange their producing plans and allowed the least damages to oceur.

The averages of satisfaction of the respondents towards those ten categories of the service

quality rendered by the Provincial Electricity Authority of Chiang Mai, they were concluded that



those business and industries customers showed their satisfaction at a medium level. Four of these
categories — Security, Reliability, Credibility, and Competence — were made at a high level. Six of
these categories — Tangibility, Responsiveness, Courtesy, Communication, Access the Custorners,
and Understanding/Knowing Customers - were made at a medium ievel,

The first three aspeets of security consisted of consistent and secure power supplying system
of the Provincial Electricity Authority, the secure of collateral for the clectricity utilizing and secure
electrical equipment.

The first three aspects of reliability consisted of the consistent delivery of monthly charging
bills, the credibility of the Provincial Electricity Authority’s power supplying system felt by the
customers and the reliability of the Provincial Electricity Authority’s customer serving system.

The first three aspects of credibility consisted of the credibility of the Provincial Electricity
Authority’s power supplying system, the credibility of clectricity charging bill settled service and the
customer serving employecs were well dressed and well behaved.

The first three aspects of competence consisted of well acknowledged charging bill settled
employecs, well acknowledged clectricity utilizing application handling employees and 24 hours
trouble shooting employees who had worked without day-off,

The first three aspects of tangibility consisted of charging bill seutled that could be made by
cash as we]l‘as cheques and credit cards, the ISO standardized scrvice rendering and service rendering
through 1129 available nationwide.

The first three aspects of responsiveness consisted of satistactory bill scttled alternatives -
etther cash or cheques, problems regarding electricity utilizing that could be clarified immediately
and promptly by a number of employees at any serving points.

The first three aspects of the courtesy consisted of friendly smiling receptionists at the office,
5 trouble-shooting employees who always devoted themselves to their duties in the ficld and the
employees who were eagerly ready to render services,

The first three aspects of well acknowledged communication consisted of consistent charging
bill notification, competent trouble-shaoting  employees and  advance informing  for the

discontinuation of the electricat power supply to be madc.
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The first three aspects of well acknowledged customer-spproaching consisted of clectricity
charging biil delivering right-to-the-office technique, convenient service provided for the customers
who visited the office and convenient service provided for the customers who got in tauch’ with the
office through the phone.

The first three aspects of understanding/knowing customers consisted of useful advises
rendered from the employces, all questions/warns/complaints that could be convenicently forwarded to
the Provincial Electricity Authority and the customers’ suggests were altentively acknowledged by

the employees.



