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Satisfaction of Large-Scale Private Companies as Customers
of Provincial Electricity Authority Services, Nong Khai Province
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Abstract

The purposes of this research were to study and compare satisfaction of large-scale private
companies as customers of services provided by Provincial Electricity Authority of Nong Khai Province;
to study problems or obstacles, and to seek customers’ suggestions regarding the services of Provincial
Electricity Authority. Subjects for this study were customers from large-scale companies that were
consumers of services by Provincial Electricity Authority of Nong Khai Province. The sample population
consisted of 112 individuals selected by means of Proportional stratified random sampling and Simple
random sampling. The instrument used in the study was a rating-scale questionnaire with 0.81
reliability; and the statistics used for data analysis were freguency percentage, mean, standard
deviation, t-test, and One-way ANOVA.

The results of the study were as follows:

1. The overall satisfaction of the large-scale private companies with services by Provincial
Electricity Authority, Nong Khai Province, was found at a high level. Arranged in a descending order,
these were general service, after-sale service, technical service and guaranteed service while pre-sale
service was found with the least satisfaction.

2. Regarding opinions of these customers categorized according to type of enterprise, type of
electricity meter, length of electricity use, and number of employees; the study revealed that there were
no differences in their opinions towards the five aspects of service. However, there were significant
differences in the opinions of these customers based on availability of emergency electricity generators
and monthly cost of electricity.

3. Subjects’ suggestions on services provided by Nong Khai Provincial Electricity Authority
were the following: Regional Electricity Authority should accelerate electricity distribution, always have
officials available for emergency, and increase number of maintenance mechanics to meet customers’
needs. Moreover, their services should be faster to satisfy customers, and there should be more
publicity of each service.

Keywords : Consumer Satisfaction, Provincial Electricity Authority Services
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