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THE CUSTOMER SATISFACTION OF 115 KV SYSTEM FOR
CONSTRUCTION AND MAINTENANCE IN BUSINESS DEPARTMENT,
PROVINCIAL ELECTRICITY AUTHORITY (PEA), BANGKOK
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This purpose of this research was to study on the customer satisfaction in 115 kv of
construction and maintenance department, Provincial Electricity Authority (PEA), Bangkok which
compose of 1) to observe the customer requirements on services of construct and maintenance
Business department 2) to observe the customer satisfaction on service of the target customer
3) to study the customer requirement and the service quality had affected to the customer
satisfaction 4) to collect the data as the information in order to improve the term of services
which were corresponded to the target customer’s requirement. There was used many
marketing concepts in order to adopt as frame work of this research.

The population in this research was the customers in the center of Provincial Electricity
Authority (PEA) especially in Chonburi, Ayuthaya and Nakonprathom, who were collected from
the sample group of the population. The collection will separated into 3 provinces, 135
manufactories which were 400 manufactories per each and random as Single- Stage Area
Sampling.

The analysis of customer requirement on services of construct and maintenance
department found that the extremely required level was the Electrical substation maintenance
and Thermo scanning which the mean was 4.74. The generally requirements were required
level.

The analysis of customer satisfaction level on construction and maintenance department
found that the very satisfied level were 4 issues. There were 1) the service information; 2) the
consulting and advice on the construction; 3) the channels of services such as the Provincial
Electricity Authority (PEA) locally office, website, Telephone and Fax; and 4) the consulting and
advice on the maintenance. The factors such as the other components of marketing found that
the product serving and service quality had the first priority of customer requirement and the

last priority of the customer requirement was the timing of service process.
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