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ABSTRACT

This study aimed at exploring satisfaction of Electrical Transmission System
Maintenance staff towards service quality of VHF Radio Network of the Northern Region
Operation Division, Electricity Generating Authority of Thailand (EGAT). Samplings were
specified to 175 Electrical Transmission System Maintenance staff of EGAT. Questionnaires
were used as a tool to collect data; then, all obtained data were analyzed by the descriptive
statistics, consisting of frequency, percentages, means and standard deviation. The Inferential
Statistics applied to this study were T-test and One Way ANOVA.

Based upon the findings, most respondents were 36 — 50 years-old male whose
education backgrounds were found in levels of vocational and high vocational certificates. They
had worked for EGAT for over 20 years, earned more than 50,000 baht for salary, and worked in
the Division of High Voltage Maintenance Substation holding the position in levels 4 — 7. In a
month, they normally used VHF Radio Network 1 — 10 times to audit the transmission system
equipment maintenance. It was found that in the northern region, the use of VHF Radio Network
among EGAT operators was mostly found in Lampang — the upper north area, and Pitsanulok —
the lower north area.

The results of study on Electrical Transmission System Maintenance staff towards

service quality of VHF Radio Network of the Northern Region Operation Division, EGAT



showed that the respondents averagely marked all factors at high level of importance and rated
their satisfaction in all factors at moderate level, excepting the confidence factor which the
satisfaction was marked at high level.

Regarding the result of study on quality components, the respondents marked all
components at high level. With the different using areas at upper north and lower north, the
respondents marked level of importance indifferently. However, with the different units that the
respondents affiliated with, the levels of importance were differently marked to the appearance
component; but indifferently marked to the components namely responsiveness, empathy, and
others.

Regarding the study on customer satisfaction towards quality components, the
results presented that the respondents satisfied in high level to the following components. The
first satisfied element in assurance performance component was the good manner of operators.
The first satisfied element in tangibility component was the polite dress of operators. The first
satisfied element in responsiveness component was the full willness of operators to audit and
repair VHF Radio Network in case that the network did not work properly. Hereafter were shown
the first satisfied element of components that the respondents moderately satisfied with. In
reliability component, the first satisfied element was the coverage capacity of VHF Radio
Network to operation area as promised. In empathy, the first satisfied element was the regularity
in paying attention and taking care of VHF Radio Network performance of the operators. In other
related components, the first satisfied element was the current quality of voice signals and its
clarity.

When considering the satisfaction of customers from different using areas, the result
showed that level of satisfaction was differently marked in components namely assurance
performance, empathy, and others. However, when consideration the satisfaction of customers
from different affiliated units, the result presented that level of satisfaction was differently marked
in all components.

Problems in using VHF Radio Network were mentioned to the inability of VHF
Radio Network to communicate with some stations in Phitsanulok province and the insufficiency
of VHF Radio Repeater stations which did not cover to some operated areas. There were, in

addition, problems on the unavailability of VHF system due to noises interfered during receiving



and transferring signals. It was also found out that the VHF signals, somehow, did not cover to
areas in need and there was a small number of VHF radios. The state of VHF radios themselves
was found old, huge, heavy, difficult to carry and use, and often out-of-order. Lastly, it was found
that the operators who were in charge of maintaining VHF radios were not proficient enough to

audit and fix VHF radios.



