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ABSTRACT

The purpose of the study was to investigate the service quality that affected the user
satisfaction of the Provincial Electricity Authority in Khlong Luang District, Pathumthani.

The sample used in the study, drawn by the method of purposive sampling, consisted of
420 users of the Provincial Electricity Authority in Khlong Luang District, Pathumthani. The data
were collected through the application of questionnaire, and were analyzed using descriptive
statistics comprising Frequency, Percentage, Mean, Standard Deviation, together with inferential
statistics which included Independent Samples t-test, One-way ANOVA, Multiple Linear Regression
at 0.05 level of significance.

The results of the study revealed that the majority of the respondents were female, aged
below 30 years old, graduated with Bachelor’s degree, were private company employees/factory
employees, and earned an average monthly income of 10,001-20,000 Baht. The results of
hypothesis testing showed that the service users with different gender, age, occupation, and average
monthly income affected the differences in the user satisfaction of the Provincial Electricity
Authority in Khlong Luang District, Pathumthani. The results of multiple linear regression analysis
indicated that the service quality in the aspects of reliability, competence, and responsiveness had a
positive effect with the user satisfaction of the Provincial Electricity Authority in Khlong Luang
District.

Keywords: service quality, user satisfaction
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