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Abstract

Improving the quality of service is paramount in the organization. The purposes of
this research were to study satisfaction level of electricity users on service quality of the
PEA area Muang, Ubon Ratchathani. The study sample included 420 electricity users. The
tools employed for this study were questionnaire to collected data which were analyzed
by descriptive statistics and inference statistics. The results showed that electricity users
are satisfied with service quality of the PEA in medium. In the order mean from high to
low is, staffs, the service strategy, processes, the price and the cost of the service,
marketing promotion and providing knowledge to users, and the location and the
environment, respectively. In addition, the hypothesis testing using the difference
variables by t-test and variance F-test (One-Way Anova) to determine confidence
intervals in the percentage of 95 (O = 0.05) in order to compared electricity users'
satisfaction on service quality of PEA. Classified by personal factors was found that
electricity users with age, marital status and the cost of electricity per month were
different, satisfaction of service quality were different in the overall and in each aspect.
Statistically significant at 0.01. And electricity users with gender, the highest level of
education, the monthly income, location-based service, size meter used were different,
satisfaction of service quality were not significantly different in the overall. Therefore the
PEA area Muang, Ubon Ratchathani should improve the quality of service continuously.

Keywords: Satisfaction, Service Quality, Organizational Development
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