ﬂMﬂWWﬂWSIﬁU%ﬂ’]?U E]\‘Iﬂ’]ivl,qu‘h E?h‘lzl;ﬂ INAF1V NN BIATILALANNIN E]lﬁ]‘lla\‘l

gﬂﬂﬂﬂwﬁmmnﬁam%’a

Service Quality of Provincial Electricity Authority Mueang Trang Branch and

customer satisfaction at Mueang Trang Branch
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Abstract

This study explores service quality and customer satisfaction at the Provincial Electricity
Authority (PEA), Trang Branch. The sample comprised 400 service counter users, with data
collected via questionnaires and analyzed using descriptive and inferential statistics. Most
respondents were females, aged 31—40, holding bachelor's degrees, employed in the
private sector, and primarily residential users with an average monthly electricity bill of

1,000-2,000 Banht.

The results indicate that while most demographic factors did not significantly influence
satisfaction, occupation was a notable exception. Overall, the service quality of the PEA
Trang Branch was rated at a high level. Inferential analysis demonstrated that customer
satisfaction is significantly correlated with reliability, tangibles, assurance, and empathy (p <
0.05). Conversely, responsiveness showed no statistically significant relationship with

satisfaction.



Strategic recommendations include prioritizing budget allocation for improving the physical
environment, such as facility cleanliness, modern equipment, and clear public relations
materials, as these “tangible” factors are primary drivers of satisfaction. Additionally, staff
training should focus on polite communication and empathetic problem-solving. Ensuring
information accuracy, maintaining safety standards, and strictly adhering to service recovery
timelines for power outages are essential to strengthening organizational trust and

reliability.

Keywords: Service Quality, Customer Satisfaction, Customer, Provincial Electricity
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