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ABSTRACT

This Objectives of this research were to: 1) to study general information of
customers of Provincial Electricity Authority of Samut Sakhon: a case study of
industrial estate Samut Sakhon; 2) to study the perceived image of Provincial
Electricity Authority of Samut Sakhon: a case study of industrial estate Samut
Sakhon; 3) to study the perceived quality of services of Provincial Electricity
Authority of Samut Sakhon: a case study of industrial estate Samut Sakhon; and 4)
to study the relationship between the perceived images and the perceived quality
of services by customers of Provincial Electricity Authority of Samut Sakhon: a case
study of industrial estate Samut Sakhon.

For the research methodology, this is a survey research that collected data
from questionnaire; it used purposive sampling to pick its samples, namely, 170
entrepreneurs who operate in industrial estate Samut Sakhon. We test the
reliability of our tools by using Cronbach’s Alpha Formula with 30 samples which

yield the reliability value of 0.884. This research used descriptive statistics, namely,
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frequency, percentage, average and standard deviation; and the test of differences
was done by using T-test, F-Test, Multiple Comparison, Least Significant Difference
(LSD) test; the correlation between variables was test by Pearson’s Correlation
Coefficient; which yield the statistical significance of 0.05. Data was processed by
using readily-available statistics computer application.

The findings were as follows

1) Users are mostly male. More female Aged between 41-60 years old, they
are holding bachelor degree and higher. Most of our samples are head of
engineering in a medium size-business that has the total energy consumption of
more than 30 KW but less than 1,000 KW; and the total electricity cost of 250,000 —
500,000 Baht.

For the level of satisfaction of customers, the highest one is toward the
employee, follow by the organization, the services and the corporate social
responsibility, respectively. Their level of perceived quality of services is high, with
the highest level of satisfaction toward the reliability, follow by responding to
services, and substantial of service; while the customer’s reassurance is ranked at
moderate level.

2) The hypothesis testing found found that personal factors, namely, level of
education, category of electricity consumption, and electricity cost ratio; are
giving different influences toward the perceived image of customers of Provincial
Electricity Authority of Samut Sakhon: a case study of industrial estate Samut
Sakhon; while the personal factors, namely, position in the business, category of
electricity consumption, and electricity cost ratio; are giving different influences
toward the perceived quality of services by customers of Provincial Electricity
Authority of Samut Sakhon: a case study of industrial estate Samut Sakhon. For the
correlation analysis, we’ve found that perceived image factors, namely, the
organization, the employee, the services, the corporate social responsibility; are
correlated with the perceived quality of service. That is, the perceived image has
high level of positive correlation with the perceived quality of services by
customers of Provincial Electricity Authority of Samut Sakhon; the substantial of
services has the highest level of correlation, follow by reliability, responding to
services and customer’s reassurance, respectively.

Keywords: Perception on Brand Image, Service Quality, Consumer, Provincial

Electricity Authority
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Aansslvirraadnle Rerdunsldlniihediasenda Yasndtliugn i Inenans
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gnsaliln dnadenisfuinmdnuaivesgndinisinidiuginie Jandnaynsannas :
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msAnwlusgiuUganniuarganitasidnadenisiuinmdnualvesgnnmsiniidou
giima dminaynsanns gendngusziumsinmmninEyaed TasgndndinisAnund
ssfufionaveiipmedy nsliuinsiienaazumndnaiuly wu dgndladifins@nwed
Tusgiugefioziunudifinnundt miufamnusuuaznsynan  Aaseiisaniauinnin
gnéndidinislaldsunisine wiefinisfnwtion sggnénguildaulvgjasiAnainla
névise ndflay WhluRnseseuanuludessine Sntendnuarselafludnivhlnin
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rsrnns/sgiamin wifnawuin Wudndug ddu Jaduldigninguiiasingly
Ansioru msliidulszidsdenasdmanimnutlalumsaadeldfningniiiuszney
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anuisnelaveslduimsiianuunndeiunudadesiueny seiuns@ng 0Tn uay
neldndedeifion suvsziannsldlatih wuin nguAanisvunadn was suinnans adl
Aede mssudnmanual lunmsan geandy nduAanisvunalng Fusasialaii wudi
nauAInIsEAsIAlaih Heandn 250,000 v azfiAnads nsudnmdnual lunmsau
ﬁmdmzjuﬁamsé’mwﬁﬂﬂﬁw 250,000 - 500,000 UM wag nauRIN1saRIIAT I
250,000 - 500,000 U axilenad msuiamanel Tunmsin geinguianisdnsien
Tl 11nn31 500,000 U

6.2 MniqUszasdvesnsin IeafuMsTusaunmUIsYesgnA msluih
druglimadwminaynsaas nidldnw daugnamnssy Swmdnaynsaiasnuii glduinng
fanufiselaluszduann fenufianslagean Mumnmindedielinaa sesasn funs
nevauedran1sliuins duaadususssuresunis uay sedudunats dunisli
asiilauiffusinmsmwaiy  wanisfnwiaenndestuuuiAnues ausd wadanins
(2550) taueanuiiuliin quamnslidnnduimuedfdiuuinmsasautoyani
mandslihagldzunnuinstonneglussfuiisensuld §3u vinsfeedimnuiienelaly
nsliuinig Geesdiseduumndnafusenluauaumeavisuosusiarynna waganuia
welalaenansnu avwdfisnelagean wudn duenulugussanveuinis anadula
Tunsliuinsvosmiinanuuiinugadiseiu duanuindediolindaiivems
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wiineu Suilaveugua gnAtullavgaaimnssulaenss lagnansnadeuauufgiy wui
Uadudnuwardiuyana lawn srwnsnulufanis Yssavnisldlii wasdnsaanlnd
finasionsiuinmninuinisvesgndnsnindiuginig Jwminaymsanas : nsdldny
Taugnatvnsy Sminaumsanas wandiulagnguidivesianisasdnisiuinmnin
U3Ms gend nquiiants nauddnnisuas ndufmthusundsazslaiiadsmsiuiaanm
Uin1slunmsan dndr ngudumisandug sudsziannsldlalin wuin ngudanis
yuadn sgdidads Mssuinunmuinis gandn nuAsnisvuinnanakasianisun
Tugj uaz nquAanIsvIANans axiiAniades nssudnmamuinis gandn nguAanisua
gy Arudnsrenlaliln wudn nguianisdnsienlui deandn 250,000 vmaziiAaay
ns¥usnanImunig mndnguAsnssasiAilaiiin 250,000 - 500,000 U LAz ngy
Aan1sgmsadnlalih 250,000 - 500,000 UM AEINMIFUTANAINUIAIS AInguAanis
gasrenlidih 1nnd 500,000 UM HaN1SENWIABARRBITUNY WM B QRviFTUIN1TTeN
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uagasAnsliuinig fianunsanevaussvieviiliiAnmufisnelalumuaaniaesyaaa
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6.3 1nTnquazasdiiiofnuinnuduiug semintsnsiuinmdnual fu nsiud
AMNINUINNT vasgnA1 N1sbilihdruginiedminaynsanns nadifinw Taugnannssu
Jainaynsanasnuin msduiamansal laun druesdns drundnau dunisuinig
fuanusuRaveuRediny fanuduiusiunisiudamainuinig laun duanuiy
sUssTUvRIUAMS Fumnudeiolinde sunisevaussiemsliuims uasiums
TrmwsulaungFuuinisaenndesiuuunAnues Anderson & Rubin (1986) Aina1931
nmdnuahdunsiuvesiuslanieafuesdnsiomn lasesdnsfiuiouiaiiounudsdenas
fiyrdnnmuazndnualiidetulnenmmaaeu wuin mssuinmanvalinnuduiusids
uIntusgaudeudgeiunisiuiaunmuinisvesgnansiihduginie Jamin
aymsaastimwduiusiumundususssuveainisgean sewman fuanuindede
Tndla fumsnevausssionslsiuins uag dumslianusilauigFuuimsnuaiy
aonndofuuwIAnuesITH 1WAndsin (2545) Aindni1 guunmnsliuinisduaiy
40AA04IUYBIAINADINITVDIGNAMTOHTUUINTT UT0TeAUTRIAINAINNTAIUNNS
Tsusmsiineuaussanudesnisvesgnénuiefuuinssuilignémiediuuinisiin
Anufisnelaannuinisiinldsu uasuuafn Parasuraman uagaaiy (1990) find1ain §f
Tiusnsiinnuiuasddsordeiidlunisliuinisuasanuanansavesglsiuinisdenals
Fuuimsifeaudedulunsléving

7. Yoleuauue
7.1 Yoiausuuzieuleuny

1) msliihdrugiaaiddeugramnssuegluanusuingey msiiudu uas
PEVAUBIANADINIYBINAN azdasimuaRTiirenIsuIng Fenisuanseeniennuniy
fins 1y nsBudousuuuinT meveudta TWuins mesiuisanuaganlunis
wnlduinsiidiinu

2) n1s¥uiamn1muinisuaznmanyalfia vesnisliindiugiinnadanda
aynsanns n3didnw Saugnanunssy Sminaynsatns suanuindedelinsa gean
satudemsldmnudiyiy asldmnudfyiunsmsadinnudesiy @efle wavanu
Thndalilduinisnisiiihdrugiing Tasesimsniausuimsinfaaunglduins éu
ANNAEAINLaYTITIlUNITIAUINS AnuansaLidymnisiiuinisiaedeiuil uaz
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7.2 daiauauusdaufinnig

1) msUsuUssssesnalunsliinsdusuuunsveldlil fndeines usle
wlas mfssvpsalumaudnssudlidihdadodinituntiagi

2) msiypiiuen uasimalulad Tumsudlunssugliindadeadiuiy Toawsly
flufignanunss

3) msiaduszuumselliiiuas suulniiafesnmlumsane lainn s
wionusuussaunsailesiusingg

4) p51lAsINg “PEA Happy Care” L‘ﬁaLlﬁﬁzymﬁmmﬁui@mmmlﬂﬂw
GumEmaT,ﬂNmiLﬁamauauaaQﬂﬁﬁﬁmmmm@uﬁﬁmiﬁﬁ waz 1AIN15 “Smart Queue

System and Smile Box” tieuiUaymiumssuinmdnuaibazannmnsuing
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