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Abstract
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Principal Thesis Advisor Assoc. Prof. Dr. Chittinan Chanetiyong

Associate Thesis Advisor Dr. Wisut Lurotrueang

249716

The purposes of this research were to study and compare the perception and expectation
of Small Electricity Consumers towards Service quality of Provincial Electricity Authority
(Pattaya City) chonburi province. In addition, the relations between their perception and
expectation were also studied. The research tools were questionnaires collected from 400
samples. The obtained data were analyzed by using package computer program. The statistics
employed in this study comprised of frequency, percentage, mean, standard deviation, t-test, and
F-test. In addition, if the significant difference was found at the level of 0.05, LSD method and
Pearson’s Product Moment Correlation Coefficient were applied.

The research results revealed that: Overall, their perception and expectation it was found
at a high level. It was found that all respective aspects i.e., response, reliability, and security were
also found at a low level. Overall, their expectation towards its service quality was found at a high
level. Taking each aspect into consideration, it was found that all respective aspects i.e., service
access, communication, and reliability were also found at a low level. Having compared their
perception, it was found that perception of the consumers with different genders, ages, education
levels, occupations, monthly incomes, and monthly electricity bill, was not different. It was found
that expectation of the consumers with different ages, education levels, and monthly electricity
bill was significant different at the level of 0.05, while of those with different genders,
occupations, and monthly incomes was not different. Their perception and expectation towards its

service quality was related at a moderate level.
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