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6405834 :  Peerawat Toussami
Independent Study Title . Perceptions and Attitudes of People on Public Service Quality
of Public Agency: A Case Study of The Provincial Electricity

Authority, Lat Bua Luang District, Phra Nakhon Si Ayutthaya

Province
Program :  Master of Public Administration
Independent Study Advisor  : Assoc.Prof. Chanida Jittarutta, Ph.D.
Abstract

The study entitled “Perceptions and Attitudes of People on Public Service Quality of
Public Agency: A Case Study of The Provincial Electricity Authority, Lat Bua Luang District,
Phra Nakhon Si Ayutthaya Province" aims to 1) examine the level of perceptions and attitudes of
people towards the public service quality of the Provincial Electricity Authority, Lat Bua Luang
District, Phra Nakhon Si Ayutthaya Province in five aspects, and 2) to compare perceptions and
attitudes of people towards the service quality of the Provincial Electricity Authority in two
subdistricts in Lat Bua Luang District including Sam Muaeng Subdistrict and Lak Chai
Subdistrict which are different in terms of the economic status. The samples in this study included
the people of Sam Muaeng Subdistrict and Lak Chai Subdistrict, who received services from the
Provincial Electricity Authority, Lat Bua Luang District, Phra Nakhon Si Ayutthaya Province.
The mixed-method research was used. The research instruments were 340 questionnaires and 18
interview forms. The statistics implemented in quantitative data analysis included percentage,
mean, standard deviation, t-test, One-Way Analysis of Variance, and the pairwise comparison of
the means using the LSD method. The obtained interviewed data was analyzed using Factor
Analysis and synthesis of descriptive and quantitative data.

Overall, the results showed that the perceived public service quality and attitudes of the
people towards the Provincial Electricity Authority in Sam Muaeng Subdistrict were at a high
level (Mean = 3.80); the highest mean was reliability (Mean = 3.96), followed by tangibility
(mean = 3.88), and the lowest mean was responsiveness (Mean = 3.48). As for Lak Chai

Subdistrict, the perceived public service quality was at a high level (Mean = 3.71); the highest



mean was reliability (Mean = 3.90), followed by the tangibility (Mean = 3.77), and the lowest
mean was responsiveness (Mean = 3.40). In the interviews with people of Sam Mueang
Subdistrict and Lak Chai Subdistrict, the overall results showed that personnel was ready and
willing to provide services. They were also well-mannered and always followed the rules and
regulations prescribed by the government authorities. In addition, it was found that the service
area was clean and convenient. The customers were satisfied with services that meet their
objectives. Furthermore, there were also available channels provided by the government
authorities that people can receive information and publications thoroughly. Further suggestions
in enhancing the public service quality were as follows: the organization should be able to
provide services and information in English as well as train all personnel to be professional and
enthusiastic in order to create a good image for the organization and satisfaction among
customers.

(Total 128 pages)

Keywords: Public Service Quality, Provincial Electricity Authority, Perception, Attitudes
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