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Abstract
This research is a study of service quality using the SERVQUAL Model. The
objectives are to 1) study personal factors and opinions of service users towards the service

quality of the Provincial Electricity Authority, Surat Thani Branch, and 2) compare opinions
of service users towards the service quality of the Provincial Electricity Authority, Surat
Thani Branch, classified by personal factors. A questionnaire was used to collect data from
400 service users of the Provincial Electricity Authority, Surat Thani Branch, using
convenience sampling. The statistics used for data analysis were frequency, percentage,
mean, standard deviation, and inferential statistics used for hypothesis testing were
Independent Sample t-test, One-Way ANOVA (F-test).

The research results found that users had opinions on the service quality of the
Provincial Electricity Authority, Surat Thani Branch, overall, with a high level of satisfaction.
When considering each aspect, it was found that the aspect of providing confidence to
users had the highest average level, followed by the aspect of tangible service, the aspect
of responsiveness to users, the aspect of trustworthiness, and the aspect of caring,
respectively. The results of comparing users’ opinions on the service quality classified by
personal factors found that users with different genders, ages, and statuses had similar
opinions on the service quality of the Provincial Electricity Authority, Surat Thani Branch.
However, users with different levels of education, occupations, and average monthly
incomes had different opinions on the service quality of the Provincial Electricity Authority,
Surat Thani Branch, with statistical significance at the 0.05 level. The Provincial Electricity
Authority, Surat Thani Branch, and other branches in similar contexts can use the research
results to develop and improve the quality of services.
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