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Abstract

This research investigated the service quality and its impact on the user satisfaction within the Provincial
Electricity Authority in Nang Lae Subdistrict, Chiang Rai Province. The main objectives were: (1) to examine general
information, service quality levels, and user satisfaction levels within the Provincial Electricity Authority; (2) to explore
how various general information influences the service quality of the Provincial Electricity Authority; (3) to analyze
how different general information affects user satisfaction; and (4) to study how service quality impacted user
satisfaction within the Provincial Electricity Authority. For data collection, a questionnaire consisting of 400
questionnaires. The statistics employed in the study included frequency, percentage, mean, standard deviation, t-test,
ANOVA, and multiple linear regression.

The findings revealed that most of respondents were male, aged 31-40 years, holding a bachelor's degree,
employed, with an average monthly income of 10,001-15,000 baht. Most of them used electricity in the Ban Du sub-
district, and their electricity bills were for residential usage. The overall service quality of the Provincial Electricity
Authority was rated high. When considering each item, the concreteness of the service was scored at the highest average
value. Overall, the user satisfaction with the Provincial Electricity Authority was high too. When considering each item,
the process aspect received the highest average score. The hypothesis testing revealed that variations in education and
occupation led to statistically significant differences in the service quality of the Provincial Electricity Authority at the
.05 level. Similarly, differences in age, occupation, average monthly income, electricity usage location, and service
usage type resulted in statistically significant differences in user satisfaction at the .05 level. In addition, the service
quality factors that positively correlated with user satisfaction at the .05 level were assurance (B=.89), responsiveness
to needs (82.87), service tangibility (62.28), and individualized customer care (82.22), with a predictive power
(Adjusted R?) of 34 percent. This study has limitations in terms of the scope of the study area, as data were collected

only from service users of the Provincial Electricity Authority, Nang Lae Subdistrict Branch, Chiang Rai Province.
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In addition, the use of a quantitative questionnaire may not fully capture in-depth perspectives of service users. The
findings suggest that the organization should formulate policies to enhance service quality by emphasizing
responsiveness, strengthening staff competencies, and delivering empathetic services in order to improve customer

satisfaction and public trust in the long term.
Keywords: SERVQUAL, Satisfaction, Provincial Electricity Authority
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