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ABSTRACT

The objective of this independent study was to study the satisfaction of specific
business users in Mueang district, Chiang Mai Province toward the service of the Chiang Mai
Provincial Electricity Authority. The data was collected by using questionﬁaires distributed to
253 specific business users who used the electricity service. Then, tﬁe data was analyzed by
descriptive statistics such as frequency, percentage, and mean.

_ The study found that the respondents were male aged between 40-49 years old
~ holding bachelor’s degree. Most of them were engineers in the apartment/flat business with a
capacity of 51 — 100 rooms. The business used 22 — 33 kilovolt at the highest level. Most of
them used the electricity at night time during 22.01 —~ 08.59 hrs. The average income of the
business was more than 200,001 baht per month at the highest lever. The average electricity fee
of the business was between 50,000-100,000 baht/month. Most of them paid bills at the Chiang
Maj Provincial Electricity Authority office. Most of the respondents understood the time of use
(TOU).
According to the result of the study regarding the service marketing mix factors

the respondents rated their satisfaction towards services at the moderate level regarding price,



place, channel of distribution, product, process, people, and physical evidence, respectively.
However, they ranked thé satisfaction towards promotion at the low level.

| For product, the respondents ranked satisfaction at the moderate level. The sub-
factors of product that the respondents raked their satisfaction at the highest level were
modernization and reliability of equipments, tools, and service vehicles, outage and voltage
drop of electricity, respectively.

For price, the respondents ranked their satisfaction at the moderate level. The
sub-factors of price that the respondents ranked their satisfaction at the highest level were the
appropriation of the fee rate according to TOLi and the type of electricity usage of the business.
They ranked their satisfaction at the moderate level towards the expropriation of electricity
usage insurance and the electricity usage of the business.

For place and channel of distribution, the respondents ranked their satisfaction at
the moderate level, The sub-factors of place and channel of distribution that the respondents
ranked their satisfaction at the highest level was the convenience in receiving bill payment.
They ranked their satisfaction at the moderate level towards the variety of payment channels
such as payment at the Electricity Authority, bank, and counter service, and the variety of
payment methods such as cash and cashier cheque.

For promotion, the respondents ranked their satisfaction at the low level. The
sub-factors of promotion that the respondents ranked their satisfaction at the moderate level
were information, pamphlets, and journals. They ranked their satisfaction at the low level
towards customer visits and organizing the seminar of electricity information for customers.

For people, the respondents ranked their satisfaction at the moderate level. The
sub-factors of people that the respondents ranked their satisfaction at the highest level were
human relations/enthusiasm of staff for électricity installation requests, human
relations/enthusiasm of staff for electricity shortage, and human relations/enthusiasm of staff for
bill payment, respectively. |

For physical evidence, the respondents ranked their satisfaction at the moderate
level. The sub-factors of physical evidence that the respondents ranked their satisfaction at the

moderate level were facilitation for in-office communication -and facilitation of telephone



communication, respectlvely They ranked their satisfaction at the low level towards facilitation
of security and large space of the parking lot.

For process the respondents ranked their satisfaction at the moderate level. The
sub-factors of process that the respondents ranked their satisfaction at the highest level were the
accuracy of electricity bill, promptly service for electricity shortage, and sufficient staff for

customer services, respectively.



