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Abstract

The objective of this research article is to study the demographic factors and service
quality as factors affecting customers’ positive and negative perspectives of Hatyai Provincial
Waterworks Authority, Songkhla Province. A total of 400 responses from waterworks customers
are research samples, and the data was collected by a questionnaire. The results from the
logistic regression analyses demonstrated that the model fit with a forecasting power of 81.8%.
Demographic factors (including age, marital status, occupation, salary, home area, and payment
method) affected customers’ positive and negative perspectives. Moreover, reliability and
responsiveness are both service quality factors that affected customers’ positive and negative
perspectives of Hatyai Provincial Waterworks Authority. The customers aged 30 and above
displayed more positive perspectives towards Hatyai Provincial Waterworks Authority than
those aged under 30. Likewise, the customers with single status displayed more positive
perspectives towards Hatyai Provincial Waterworks Authority than those with married or divorced
status. In addition, the findings of the study indicated that the customers showed price
sensitivity and negative perspectives of service fee. With regards to service quality, the study found
that one-level higher of reliability resulted in five-time higher reliability. However, the customers’
responsiveness was in an inverse relationship, namely 1-lower value of responsiveness would
be associated with 30% higher of negative perspectives that the customers would have towards
Hatyai Provincial Waterworks Authority, Songkhla Province.
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Uady B Exp(B)
WAUIaaItIUNg 1.200* 3.319
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Uaduinuanudugussy -575 563
Al -3.334 036
-2 Log Likelihood (Intercept only) 380.131

-2 Log Likelihood (Final) 298.109

Model Chi-square 82.022

R-square (Cox&Snell) 185

R-square (Nagelkerke) 302

Percent Correct 81.8

MUELNR: *p-value<0.05, **p-value<0.01
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