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Gunyamas Kaewkamol. (2021). Management Affecting the Customer Satisfaction with the Services
of Provincial Electricity Authority Based on PEA 4.0, Phranakhon Si Ayutthaya Province.
Thesis for the Master of Business Administration in Business Administration, Phranakhon Si Ayutthaya

Rajabhat University. 211 pp. Advisor: Assistant Professor Phattaranan Surachatri, Ph.D.

ABSTRACT

The purposes of this research were: 1) to study the management of the Provincial Electricity
Authority based on PEA 4.0, 2) to study customers’ satisfaction with the services of the Provincial Electricity
Authority according to PEA 4.0, 3) to compare the management of the Provincial Electricity Authority with
PEA 4.0 classified by personal factors, 4) to compare the satisfaction of customers of the Provincial Electricity
Authority according to PEA 4.0 classified by personal factors, and 5) to study the relationship between
management and customer satisfaction with the services of the Provincial Electricity Authority based on PEA
4.0. Selected by accidental sampling, the sample comprised 399 customers of the Provincial Electricity
Authority in Phranakhon Si Ayutthaya province. The research instrument employed in this study was a-five-
rating - scale questionnaire with a reliability coefficient on the management of the Provincial Electricity
Authority of 0.97, and that on the customer satisfaction of the Provincial Electricity Authority based on PEA
4.0 of 0.97. The statistical tools used for data analysis were percentage, mean, standard deviation, t-test, One-
Way ANOVA, LSD test, and Pearson's correlation coefficient.

The results indicated that 1) as a whole, the management of Phranakhon Si Ayutthaya Provincial
Electricity Authority was found at a high level; the aspect with the highest mean was Lead, followed by
Planning, while that with the lowest one was Organization. 2) The overall customer satisfaction with the
services of the Provincial Electricity Authority based on PEA 4.0 was found at a high level; the aspect with the
highest mean was Accuracy, followed by Reliability, while that with the lowest one was Speed. 3) Customers
with difference in age, marital status, educational level, occupation and residential district had different
opinions on the overall management of the Provincial Electricity Authority at a statistically significant level of
.05. 4) Those with difference in age, marital status, educational level, occupation and residential district had
different levels of satisfaction with the overall services of the Provincial Electricity Authority based on PEA 4.0

at a statistically significant level of .05. 5) The management of the Provincial Electricity Authority had a

positive relationship with the customer satisfaction of PEA 4.0 at a very high level.
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2. B .3686* .5479%* .9625% .3290*.7915*

3. C .8928* .4228*

4.D .6815% .4785% 8471* .8775*%.7700%* .9263* .9740* .5456* .6150%.8075%.9270*.7150*
5. E .8625*
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10. J
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14. N 9325% 4625%
15. 0
16. P
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X S.D. X S.D.
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melungu 17396 396  0.44
39U 177.12 398
4. druanuniluiing ITNINNQY  3.67 2 183 417 02%
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Fisher’s LSD
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1. A 3318* 1.142%* .4540%
2. B 2232% .2948* .5731%.3962* .5551* 1.366* .3248* .6773*
3. C 1.071*
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6. F .9700%*
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ﬁl’J‘c’ﬁ% Fisher’s LSD

01dvog
1. A .3636* 1.106* .7393*
2. B .5384* 4627* 1.205* .8384*
3. C 1.000* .6333*
4.D .6272% 5282* [7333* 1.066* .6833*.9909* 1.733* 7333* .5500* 1.366*
5. E
6. F 1.050* .6833*
7. G
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10. J
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15. O
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ﬁl’J‘c’ﬁ% Fisher’s LSD
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1. A 1.280* 5141%
2. B .5897* .3624* 1.423* .3230%*.6564*
3. C 1.202*

4.D S5191* .5976* .9666* .7000* .7393* .9666* 1.800* .5037* .7000*1.033*
5. E

6. F 1.100*

7. G 1.060*

8. H .7333*
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10. J
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12. L 1.296* .5296*
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15. O
16. P
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3199A835 Fisher’s LSD
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1. A

2. B .3857* .6000%* .5400* .6545* 1.400* .3888*

3. C 1.014*

4.D 4981* .6257* .8400*.7800* .8945* 1.640%* .6288* .6000*
5. E

6. F

7. G

8. H 71545% 1.500*
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10. J
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14. N .3800%*.4945* 1.240%*
15. O 1.040*
16. P 7545% 1.500%
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1. A .4090* .4727* 1.109* .2290*.7090*

2. B .5192* .6692* .7328* 1.369* 4892* .9692*

3. C 4064* 1.042%* .6428*

4.D 4109* A4771* .6700*.8200* .8836* 1.520%* .6400* 1.120*

11. K S411* 1.177* JTT77*

12. L A888% .5525% 1.188* .3088%.7888*

13. M 1.000*1.063* 1.700%* .8200% 1.300*

o [

* Psd Ay NadanIzal .05

21013149 88 HANTNATBUANULANANA IR asANURINe 1o lun1TUTMTV0 AT
1 a I Aa ) o { 1Y) [ 1 A,
Tihdrugiiningn PEA 4.0 suanuiluiing Swunawduneiedvey 1iusiegaieds
. oA A 1 % Y ' Jg ¥ a ~ @ o =
Fisher’s LSD w171 figiuanaieny laun 1) gldusnisnerdeludunenszunsaioyson

v

= =< a 1 Aa 9 I a
43 ‘]JﬂTJ"I?J'W\‘l'Wﬂiil‘luﬂ"li‘]Jiﬂ"Ii“ll@Qﬂ"liuh/‘lﬁ"lﬁ]l!{]llﬂ"lﬂf!ﬂ PEA 4.0 auanuiluiiag

ee

I {lFusnisherde luduneuialzdu suneuilesiu suneaintiavane sunegiie



153

= [ =<

nagduNONMIIIY 2) f1FUsmsnerds ludunenise lszauanuianelalunmsusmsves
1 a 9 3 a 1 Y Aa ~ [ o
ms lihdaaugiininga PEA 4.0 suanuiludes winn fldusmsnerdeluduneuisuia
gunouzdu sunouzriu suneaInlina sunegiis Lazd NN 3) K 1FUIMS
A [ o o o 9 = [ = a
norreludunouasials nazdunedaes Jszauanuitawelalumsusnmsvesns Il
[l a 9 3 a U J a A [ [ % o
dyuginngn PEA 4.0 auanuiluiias 11nni gldusmsnendeluduneuisizriu sune
o o Y a A o o = v =3
111829 1agSUNouIIY 4) §1Fusnsherdeluduneniaing szauanuianelelu
A J ) 3 a 1 S { o
msusmsvesms Ilihaaugiininga PEA 4.0 auanuiluiiag minnn gldusmsierdelu
FUNONTZUATATOYEET BUNOUATHAN SUNOVI INT BUNOUNUIA BunoUNzdU Buno
a1 Imae sunegiie uaz SuNeNMIIY LAz 4) flFuimsnedeluduneau uazdune
9 = o =3 a J a Y
vnge szauanuiiawelalunisuinisvesnis lisdhdrugiininga PEA 4.0 Auniy
< a ' 9q ¥ Aa A~ [ o a o o o o
Auiias 110 @leusmsnerdelusuneuialzau suneuatlzyiu suneainiivang

BUNDYNY LA T UNDUNIIY



154

! ' A = Y a 1 a
A3 89 ﬂ'lﬁﬂﬂﬁ@ﬂﬂ']'liJLWIﬂ@ﬂ\‘]ﬂHﬂafJﬂ'J'UJWQW?ﬂﬂﬂlf’Nm%ﬂﬁﬂ’]iﬂWﬁuh‘Iﬂ']ﬁ'JUQﬂﬂ']ﬂ
o @ @ v o ° { [ 13
gn PEA 4.0 %Qﬂ')ﬂWﬁﬁu@]iﬁ%@q‘ﬁﬂ’] ﬁlmmmvmﬁm ﬁ]']LLUﬂ@ﬂ?JfJ']Lﬂ’E)ﬁ’E)']ﬁfJ@Q 11w

19 ax |
3199A835 Fisher’s LSD

1. A 1.081%*
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ﬁl’J‘c’ﬁ% Fisher’s LSD

2. B 2772% .5972* 1.415%
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Reliability Statistics

Cronbach's

Alpha N of Items

.968 20

Iltem Statistics

Mean Std. Deviation N
bl.1 3.7667 .77385 30
b1.2 3.8000 .71438 30
b1.3 3.7333 718492 30
bl.4 3.8333 .69893 30
b1.5 3.7000 .83666 30
b2.1 3.8667 .62881 30
b2.2 3.7667 .67891 30
b2.3 3.8000 .71438 30
b2.4 3.7667 .67891 30
b2.5 3.8667 .73030 30
b3:1 3.9667 .76489 30
b3.2 3.9000 .66176 30
b3.3 3.8000 .80516 30
b3.4 3.9333 .73968 30
b3.5 3.8667 77608 30
b4.1 3.9667 .71840 30
b4.2 3.8667 .68145 30
b4.3 4.0333 .71840 30
b4.4 3.5000 .68229 30
b4.5 3.6000 72397 30
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Reliability Statistics

Cronbach's

Alpha

N of Items

.968

33

Item Statistics

Mean Std. Deviation
cl.1 4.1333 .77608 30
cl.2 4.1333 .81931 30
cl.3 4.2333 77385 30
cl4 4.1333 .81931 30
cl.5 4.0667 .82768 30
cl.6 4.2000 .80516 30
c2.1 4.0333 .76489 30
c2.2 3.9667 .66868 30
c2.3 4.0333 .76489 30
c2.4 4.0667 .69149 30
c2.5 3.9000 .84486 30
c2.6 3.9667 .71840 30
c3.1 4.1667 .69893 30
c3.2 4.1333 .73030 30
c3.3 4.1333 .73030 30
c34 4.1667 64772 30
c3.5 4.1667 .69893 30
c4.1 3.9333 .69149 30
c4.2 3.9000 71197 30
c4.3 4.0667 .78492 30
c4.4 4.0333 .76489 30
c4.5 3.9667 .76489 30
c5.1 4.4333 .62606 30
c5.2 3.7333 .78492 30
c5.3 3.9333 .82768 30
c5.4 3.9667 .80872 30
c5.5 4.1667 .83391 30
c5.6 4.0667 .78492 30
c6.1 4.3333 .66089 30
c6.2 4.3667 .66868 30
c6.3 4.3667 .61495 30
c6.4 4.3000 .65126 30
c6.5 4.3000 .65126 30
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