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Independent Study Title Consumers’ Expectations and Opinions towards the Levels of
Service Quality and Marketing Communication of Provincial

Electricity Authority in Thanyaburi
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ABSTRACT

The independent study was carried out to investigate the consumers’ expectations and
opinions towards the levels of the service quality and marketing communication of the Provincial
Electricity Authority in Thanyaburi. The sample of the study comprised 312 industrial client groups in
the area of responsibility of the Provincial Electricity Authority in Thanyaburi. The data were analyzed
applying Percentage, Mean, Standard Deviation, Independent Samples t-test, One-Way ANOVA:
F-test, Least Significant Difference: LSD, and Pearson Product Moment Correlation Coefficient.

The results of study revealed that most clients were the production industrial groups, the
establishments were 5-10 kilometers far from the Provincial Electricity Authority in Thanyaburi, the
clients used 200/380 volt power, average cost of electricity per month was more than 100,000 Baht,
and average electricity consumption was 6-8 hours per day. According to the expectations towards
the levels of the service quality, it was found that the clients had the highest expectations in the
Tangible aspect, next below were the aspects of Reliability, Responsiveness, Assurance, and
Empathy respectively, however the opinions towards the levels of the service quality and marketing
communication were found at the moderate level.

The results of hypothesis testing revealed that the industrial client groups in the area of
responsibility of the Provincial Electricity Authority in Thanyaburi that having different specific data
had different expectations and opinions towards the service quality and marketing communication of
the Provincial Electricity Authority in Thanyaburi. Furthermore the levels of the service quality and
marketing communication of the Provincial Electricity Authority in Thanyaburi showed a positive

correlation at 0.05 level of significance.
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Marketing is all activities directed to identifying and satisfying customer needs and wants
(Henry Assael, 1990 : P.4 81904 1u Wya fvlziha, 2537 15)
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Marketing is a social process by which individuals and groups obtain what they need and
want through creating, offering, and freely exchanging product and services of value with others
(Philip Kotler, 2000: P.8)
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“Marketing is the Performanace of business activites that direct the flow of goods and
service form producer to consumer or user”
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“Marketing is the performance of planning and executing the conception, pricing,
promotion and distribution ideas, goods and services to create exchanges that satisfy individual and
organizational objectives”
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The process of establishing a commonness or oneness of thought between a sen and
receiver” (Wibur Schramm, The Process and Effects of Mass Communication, 1955: 3 $19nalu
WITUNNA MUAUNY, 2531 : 3)
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“Advertising is any paid form of non personal presentation of ideas, goods or service
by an indentified sponsor” (McCarthy, 1993 : 419)
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“Involves direct spoken communication between seller and potential customer”(McCar

thy, 1993 : 418)
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“Personal selling involves direct spoken Communication between seller and customer”
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