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Abstract

The purpose of this research were to study the level of expectations and
people's satisfaction with the electricity payment service of the provincial electricity
authority in the La-Ngu district, Satun province, and compare user expectations and
satisfaction The La-Ngu District electricity authority service, Satun Province collected data
from customers who pay electricity charges at the district electricity authority service
points of La-Ngu, province of Satun. Collect data from people who have finished paying
their electricity bills use questionnaires as a data collection tool. The data were analyzed
using descriptive statistics such as the mean, the standard deviation and compare
people's average expectations and satisfaction with the electricity payment service of
the provincial electricity authority in La-Ngu District, Satun Province and using the
technique of importance performance analysis (IPA). The result found average user
expectations and satisfaction in the 4 areas, including the service system, personal
service, facilities and provide information. In expectations and very satisfied. When we
compare the average satisfaction with the average expectation in general, we see that
the average satisfaction is higher than the average with an average of 3.76 while the
average wait is 3.70 and when the average score, the wait and user satisfaction of users
of electricity payment services from the provincial electricity authority in the district of
La- Ngu, Satun province for comparison by IPA technique we see that the scoresa
expectations and satisfaction of users fall within the Quadrant 2 channel, which means a
balance between expectations and expectations user satisfaction or can explain that the
service provider is the provincial authority for electricity, district de La-ngu, Satun
province, can provide services that truly meet the needs of users.

Keywords: Expectations, Satisfaction, Provincial Electricity Authority
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