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Abstract

The purposes of this research were to study the factors affecting the electrical
service of the provincial electricity authority for the development of excellence and
to study the direct and indirect influence the electrical service of the provincial
electricity authority. The sample group was electricity users, who were under the
responsibility of three of the provincial electricity authorities, namely Provincial
Electricity Authorities of Sawang Daen Din, Charoen Sin, and Song Dao District. The
stratified sampling of 400 samples was performed for 3 proportions of the Provincial
Electricity Authority. The instrument of this research was a questionnaire and they
conducted an analysis to find the confidence of the questionnaire was equal to .983.

The results of this research can be as followed: The results of the factors affecting
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the electrical service of the provincial electricity authority included management’s
commitment to excellence, service quality, and satisfaction with service. The results
of factors directly influencing the management towards excellence consisted of
service quality and satisfaction with service, and service quality was an indirect

influence through satisfaction with service.

Keywords: Quality of service, Service satisfaction, Management to excellence.
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X= 3.95, SD =0.760 504asn@e AuAmnIN1sIMUIn1s(quality) finieds X= 3.91, SD = 0.762
uazdduganiefeniuaufienslalunisluuing (satisfaction) finade X = 3.73, SD =0.696
ALEIRY
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nsfnwAnuduiusvesdadeiiamansenunanistuuinisylylnnivesnsiavaiugiinie
Wensiauigaududa aniunisinsenauduiussznaeiiwls uagn1SMAgeun1IEIw

LUATINY AIR1597 2

A1519% 2 A5 1LEAIAIINAUNUTTENINEIUS AIENISTFUUSEENSaNdUNUS Correlations Wazns

NAFDUNNIZTILAUATING (Multicollinearity)

Ay 1 2 3 4 5 6 7 8 9 10 11 12

1. quality 1 - 801** | 710%* | .700%* | .694** | 725%% | 526** | .686** | .727** | 703** | .648** | .675*
2. quality 2 1 JT68%* | 795%% | BO5¥* | 783¥* | 499%* | 709** | 770** | .782** | .698%* | .768**
3. quality 3 1 803** | 550** | .755%* | B8E** | 737** | 713 | 783** | 761** | 723**
4. quality 4 1 B12%% | 779X | 481X | 706 | T93%* | 794%* | 721** | . 7T78%F
5. satis 1 1 21 | 531* | B9 | 729%* | .600™* | .528** | 5T73**
6. satis 2 1 692%% | T66%* | .780** | .806** | .T64** | .707**
7. satis_3 1 JT18** | .499%* | B5e** | .641%* | .431%*
8. satis 4 1 LT T36%* | 751 | .690%F
9. excell 1 1 830%* | .708%* | .824**
10. excell 2 1 825%* | 789%*
11. excell 3 1 .681%*
12. excell_4 1

VIF 3.696 | 4917 | 4.143 | 4.633 | 3.025 | 5.615 | 2.800 | 3.922 | 5872 | 5950 | 4.109 4.110
Tolerance 271 .203 241 216 331 178 357 .255 170 .168 .243 .243

** Correlation is significant at the 0.01 level (2-tailed)

1NMTNH 2 NIMIANANFURNUS Pearson WU YNdUsilan Significant level iy 0.000

a

Feusenan 0.05 (0.000<0.05) wanmdadeunavauiiaudusiusfu Tnadlefinnsanaduusvans
aviduius () uamuInTindaun 0.431- 0.830 Fawanaduusiianuduiusiu uasdauduius i
Tuseduga n1smAaey Tolerance WNANEATUBENIN 1.00 FailA158m319 0.168-0.357 Waga Variance
Inflation Factor (VIF) 5@@ﬁhﬁﬁ@ﬂﬂﬁ 10 wan1snagou VIF :ﬁﬁwagjizmw 2.800-5.950 FW1ULNQN
YNUIENI3 LLam’hoﬁ"sLLUié’qLﬂmiéﬁumsﬁﬂmﬂ%ﬂﬁlﬁﬁﬁﬁgmmw%mLE%MNWW
nsfinvuuaedlasiaTmuMsiengiieaaunsiasEnaiionsade vatufgiu A
AT 2 nurwUUs1andlaseds1e farunaunduiy SgaagaL%QUiz%’m;ﬁqLLamlaﬁ,umiNﬁ 3 1oy
fi9150197nA7 Relative Chi-Square (CMIN/DF) Wiy 2.319 A1 CFI (Comparative Fit Index) 1n1ffu

0.993A 1 Tucker-Lewis Index (TL) M 1fU 0.985 A1 RMSEA (Root Mean Square Error of
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Approximation) WU 0.055 wazA1 SRMR (Root Mean Square Error of Approximation) WU
0.018

qualit_1 \
: excell 1#¢—wl7°

810 /
qualit_2 \
s\
1.000 915— ¥ excell 2 -—{ 183
88
qualit 3 & /
6

.906

I

856 .205.124
/ ¥ _3?1\ excell 3 '—467’)
A9R—» qualit 4 _192
excell 4 “7-‘/3/42

742985 706 .910

Z

satis_1 satis 2 satis 3 safis 4

450 ,03'0\\ 58?“__33? Jm

-1914°
-334

awi 2 lueaaunislassasadadeiasansenunenisinuinisylelnnivesnisinmiaiuginng

Wensiaunganududea

v
1Y

1: WYY

1%

A15199% 3 G]’]iNEﬁﬂLﬂm‘ﬂiﬂﬂ7iﬁli?ﬁ]ﬁ@Uﬂ’ﬁuﬁ@ﬂﬂaﬂﬂJ@ﬂﬂJLfﬂa

fadl Lnaua AL TG
X%test 71.895

X2/df <2.00 @DARABINALNALR 2.319 LN AU
CFl > 95 AOARABINANNALR 0.993 ALY
TLI > 95 ADAARBINANNELF 0.985 TN
RMSEA <.05 @OARABINANNALR 0.055 AT
SRMR <.05 dDnAABINANNALF 0.018 NN
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1NA1597 3 BITEANTIUNIRTIIEeY wagUSuliarianun 3 ase muAuzivedlUsunsy

(%
Y

TR USHUIBULNAINTT 5 NN ANUAITINN 3 TINANITATIVEADUAIUADAARDIVDILLAG WU LULAAL]

ANLFBAARBINUYBYALTUTYINY

M19197 4 wanSeenlueadadefamansenunanisinusnisylylnhvesnisiiaiugiinig

fauys Estimate Standardize Error Sig R? CR | AVE
quality 0.925 | 0.755
1. quality 1 0.810 0.018 0.000 | 0.656
2. quality 2 0.879 0.012 0.000 | 0.773
3. quality 3 0.888 0.012 0.000 | 0.789
4. quality 4 0.896 0.011 0.000 | 0.803
satisfac 0.907 | 0.712
1. satis 1 0.742 0.023 0.000 | 0.550
2. satis 2 0.985 0.009 0.000 | 0.970
3. satis 3 0.706 0.025 0.000 | 0.499
4. satis 4 0.910 0.018 0.000 | 0.827
excellen 0.937 | 0.787
1. excell 1 0.906 0.011 0.000 | 0.821
2. excell 2 0.915 0.009 0.000 | 0.837
3. excell 3 0.856 0.016 0.000 | 0.734
4. excell 4 0.871 0.014 0.000 | 0.758

NPT 4 HANITIATIZNAINLATILALANLEDARADITBUAANITIANU Fudsursiinany
mmwuévgwﬁummeﬁnﬂﬁa ﬁaﬁéwﬁmﬁﬂéf’gLLUié’aLﬂmlgagizudﬂq 0.706-0.985 Faduaiannnin 0.5
LAz LUTUH T A SN U AMANLASS BesuuniEieanesInidedwes AVE vasiauusulsunssialy
LLngummeuﬁhwﬂaaﬂ'jwéﬁuﬂizﬁmé anduiusszmsiuUsudaiuufudsussiady (Fomell &
Larcker, 1981) & sanaa1atdi sensenielu (convergent validity) saf iasanlnainan Average
variance extracted evaluation (AVE) éwﬁaau%’ﬂgﬁuaqmmLﬁ'mmmﬁmﬁﬁa 13m2587n91 0.50 (Hair

etal, 2010) %4 AVE fia1unnn1 0.50 nfa wazandesiu (composite reliability - CR) mnA1il

1%
Y v [ Y

Yog ! s & ¥ ¥ o a = aa s Aa ' o
Ejj\‘i LLa@IQI‘ViLVUUq 23AUTENOUUY 4 UsENaUAIYVDAIDIUNT DAV IANUAINUEU Uﬁﬂ']EJIUV]@@@ﬂu
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(internal consistency) mygausulavesnudeturiaife lua1sa1n1 0 .70 (Hair et al., 2010) &4

A1 CR fA11INN31 0.70 1n6A

A15199 5 ANS19LEALEUN NN DS NAN 1A TILAE N1 BUVBIAILUSUITNAINANTENUNBNIT BAUS NS

wlylvihvasnislivhaiugiinie

Effect EStimate S.E. P-Value NaN1INA&HU
quality -> satisfac 0.102 0.063 0.104 Ujies
quality -> excellen 1.078 0.050 0.000% YoUTU
satisfac -> excellen 0.976 0.084 0.000* #9U5U

maﬁﬂmﬁaé’aﬁﬁﬁw%wamqmaLLa3‘1/11@5%‘17‘{3'?6{@mﬂﬁu’%mat;ﬁ%l%lﬁwmmslw%Tﬁéauqﬁmﬂ
iWomsianngaududa lasfinnsanainamil 2 uagmed 5 nsesesaunednnaiiunig
Ansendedadefifidninanafulsng o Mauuigud 1 uaz 2 Ao
1) Yaduiididnsnaniansamenisuimsganuiuiba aun Qzumwmﬂﬁu%mi WagAIY
fimelauins waanmsiiesgndadefidsnsnavnanssmensuimsganududn auaunigmd 1
ansodanenladal
Qmmwmﬂﬂ;ﬁmi (quality -> excellen) fiavBwamansanamsuimsgaaiude
Anuilanelau3ns (satisfac -> excellen) fidvEwamanssnenisuimsaauduide
astauufigiuiiviis Ae sousuntads amnimmsluiinis wasanufioelafiavswaniemsane
Maimsgauiuide
2) ﬁaﬁ’aﬁﬁS‘w'ﬁwavm5am{ammﬁﬂwa%éamsu’%msajmmL‘ﬂulﬁﬂ loun Tadeamniwnis
Tnusnis waanmsiiesendadeifidvinaniseeunenrufianslanensumsganududa an
auufgIud 2 annsadaselagil
A mnslnu3ng (quality > satisfac) lufidvEwavseouruanufisnelauinis aanm

usnis

anUsIENa

nsfnwdadenasmansenunenstnuinisylelinivesnistiwiaiuginne wenisimung

AnuLduLAe

Han1sANwIYATef T amansenunan1sinusnisylelnnivesnisliviiaiugiinie lawn

mavsmsganududa auninnisiuuinis wasanufianelalunsuinis amsluwusmsiddey @

(%

AMAINNISINUINNT (Service quality) Aod N AoINMUILALSNBITEAUTDINITUINITALTIgNATLA
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=

ANANI %qmiu%miaéwLauammfw,ﬁu?ﬁﬁﬁﬁg AanefUITeTes Junkaew et al., (2013) namaia
Annnslnuinig lnemoauunsluuinsneanuatenia dsfulsdnaniaueaisaisiy
mszauaneniaiiudsiignaimosnisluanandunisuinislugsiala q fau asnraessiy
Chewakongkiat and Teerawanwiwat (2016) na12{4 AAAMYBINITUIAT 5 1A Usenaumy A
undefio Anushila Aiiiudususssy nmsterlala waznismevaues Fudunsfnunfenisuinnsid

AN aseuianelaluiugiuusnis sedlanueaneiunseuided eaneiudiiwds anudulanany

q

YY)

AudkUsanuUasniukazAuiuae Anudursazindulanssordoaiudulalunisinnisusnisig
waTNAULUS 159
nan13AnwIUadeRi 18 nSnan1enssneni1suinisganududa Ussnounie AanInnis

Y a = v daa a ¥ ! a ' a Yo =
17/1U3ﬂ']3 LLazmeWﬂW@Tf\] LLagﬂ"i]"ﬂf‘J'V]lIaﬂﬁwaﬂqﬁaaﬂm'P]ﬂ']TUi‘Vﬂﬁijﬂ']']llL‘{jULaﬁ 1@LLﬂ ﬂ?qNWQWQIQ

v
aa ¢

Tunsuims msuimsganaududa nuuiAauasnguiiiyisedansey Usgnaunie NaEYSLAY
NTPUIUNIINENEINTUY WY N13TANANITSouT kaskad NS 1ATIAT1909ANT AONAR BIAY
Mettathamrong et al., (2021) nanfisnisuinisdanisiamiayue uion1suivisesansdadendsi
dduaridvdnanonisuimsdansitgaududaionisuimsnuiiiauam daruaennaosi
idedinee msu%mimﬁluaqﬁﬂﬂﬂgﬁ@mmwazﬁwiﬁlﬁmmmLﬂuLﬁﬂlf; aonnaasfu Bunsin
(2020) nanadls Maldeug n1sdeans waramnunoNTeINIUABULUALIEE HAIMTINDAINTEY
maduesansaussaugguiofianududals danueaeiunuided lnseniznisdougiieady
aunmmsluing uazanufmelalunsuimsvasalndsauduiduesansla uazaennaes
U Ruksanit and Karawek (2019) nanafisn1sdanismsiddsuntas guamnisuins uagdanis
mmiﬁ@w%wamﬂmu%qmmﬂ'aﬂmmﬂmﬁmmﬁﬁﬁw‘%ﬂ’ﬁ@:}qqmq faueanefuauided mae
AN TNYRINITUINIAA YilngnaAeaufienels awviiindiseavieifia wazshlumdnawAans

ﬁmmmmaﬂumuﬁmsqmmLﬁjuLﬁﬂ"Lm

2IAAINZNTY

9IAANININITITY (Research Body of Knowledge) 138adadeianansenunanisinuinig

wlylrinweanshivhauginamenswaunganududs annisfinwiauain gidulnesnaug

D.

[

5'1ﬁzgaéwwﬁqsuaqmsﬁlﬁu%miﬁ’u;JI%IWﬁwéauQﬁmﬂ #o aunmnslruims suuinadudeddy
Tunnesans éju'ﬁmnﬂﬂumqﬁmm;aami wardaTumesn s TLANAY ﬂﬁi%ﬂ‘lﬁ’]’s‘jﬂéj’]iﬁ%@g@ﬂﬂﬁ
Tngnaninaudninensidunmieuinisla asiaumsuinislnineu denslriwiaugdiniad
asfiandn (Mission) Aonsdamn nuinasndsnulmi uaziuiugsieduiifsuieailenevaussne
mmé’aqmwaqgﬂé/ﬂ;v?l,ﬁmmmﬁqwa%ﬁgqéjm@mmwLLazU%mﬂmaﬂﬁﬁwmaqﬁmaéww{mﬁm i

ANSUintoURdIAULAZEIINABN MIUANAINNNITUSNNSABUSTIAUNANTIRDISNBIAMAIN 91N

29



N153381 N1simuIRuAINYeINIsiinauginAtuuIskyue1dluamananuisnelane
hrusnisunidn Tnslamzaiusseiaivesnisinuinisinaiouey 1adumsizaisisves
winauarawudinn wdgmveslyliniddwiuann vilunisunludynfiaauaiwy Anaun

fAean mauduasiinueyludagiu Insagveulniununindg 3 auniwnistuuinisluamanse

ANMUNanalaunin

ANAMNSINUINNT

msumsaanudude

ANUNINele

A9 3 TUAANISELASIEIUITY

' v
) a o

un: 1338

il 3 auamnislvuinisluamerufionels wnmamnslvuinsiuglauinisi

awmalnonssmenisuimsgarinduda iesrnmslwiniuadununenuiziamiedituesans

19935 nasgilausinlunistmuauloune fafuuamsuimsnuniunagns n1su3nsyaaIndi

AN Sndinauiifianudeny vivamalasnsmenisuimsganuduia lnsang wiode

gunsal finsunau hlmAnnisudmsnuessiusyaniam deiuuaidadenmninnslvuinig was
o v A

anufianelavesgnafedsddgiiamansnisiauinisinwiaiugiiniaganududdlaeansdadulu

BUIAR

Reference

Alderfer, C. P. (1969). An empirical test of a new theory of human needs. Organizational
Behavior and Human Performance, 4(2), 142-175. https://doi.org/10.1016/0030-
5073(69)90004-X

Allen, J., & van der Velden, R. (2001). Educational mismatches versus skill mismatches:
Effects on wages, job satisfaction, and on-the-job search. Oxford Economic Papers,

53(3), 434-452. https://doi.org/10.1093/0ep/53.3.434

30


https://doi.org/10.1016/0030-5073(69)90004-X
https://doi.org/10.1016/0030-5073(69)90004-X
https://doi.org/10.1093/oep/53.3.434

Allison, P. D. (1999). Multiple regression: A primer. Thousand Oaks, CA: Pine Forge Press.

Bollen, K. A. (1989). Structural equations with latent variables. New York, NY: John Wiley &
Sons.

Bunsin, O. (2020). Causal relationship of factors affecting readiness to be a high
performance organization: A case study of Nakhon Si Thammarat Rajabhat University.
Modern Management Journal, 18(2), 87-94. [In Thail.

Campbell, A. (1976). Subjective measures of well-being. American Psychologist, 31(2), 117-
124. https://doi.org/10.1037/0003-066X.31.2.117

Chaplin, J. P. (1968). Dictionary of psychology. New York, NY: Reaquin Books.

Chewakongkiat, Y., & Teerawanwiwat, D. (2016). Service quality and customer satisfaction
credit card by email. Journal of Applied Statistics and Information Technology, 1(1),
57-75. [In Thail.

Chotivech, N. (2003). Service from heart to heart. Revenue Booklet, 21(3), 11. [In Thail.

Diamantopoulos, A., & Siguaw, J. A. (2000). Introducing LISREL. Thousand Oaks, CA: Sage
Publications.

Fornell, C.,, & Larcker, D. F. (1981). Evaluating structural equation models with unobservable
variables and measurement error. Journal of Marketing Research, 18(1), 39-50.
https://doi.org/10.1177/002224378101800104

Greg, R. (1994). Kripke and the existential complaint. Philosophical Studlies, 74, 121-135.

Hair, J. F., Anderson, R. E., Tatham, R. L., & Black, W. C. (1995). Multivariate data analysis
(3rd ed.). Englewood Cliffs, NJ: Prentice Hall.

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2010). Multivariate data analysis (7th
ed.). Upper Saddle River, NJ: Prentice Hall.

Hair, J. F., Tatham, R. L., Anderson, R. E., & Black, W. C. (1998). Multivariate data analysis
with readings (5th ed.). Upper Saddle River, NJ: Prentice Hall.

Hu, L., & Bentler, P. M. (1999). Cutoff criteria for fit indexes in covariance structure analysis:
Conventional criteria versus new alternatives. Structural Equation Modeling, 6(1), 1-
55. https://doi.org/10.1080/10705519909540118

Johnston, N. J. (1995). Workplace physical activity and health promotion initiatives in
Alberta: A longitudinal study (Doctoral dissertation). Dissertation Abstracts

International, 33(9), 147.

31


https://doi.org/10.1037/0003-066X.31.2.117
https://doi.org/10.1177/002224378101800104
https://doi.org/10.1080/10705519909540118

Junkaew, S., Sudsa-oad, S., & Boonchuwong, C. (2013). The quality service of the Thungsong
Municipality Nakhon Si Thammarat. Journal of Southern Technology, 6(2), 61-67.
[In Thail.

Kaplan, D. (2000). Structural equation modeling: Foundations and extensions. Thousand
Oaks, CA: Sage Publications.

Kotler, P. (1997). Marketing management: Analysis, planning, implementation, and control
(9" ed.). Upper Saddle River, NJ: Prentice Hall.

Kotler, P., & Armstrong, G. (2002). Principles of marketing (9th ed.). Upper Saddle River, NJ:
Prentice Hall.

Linder, J. C., & Brooks, J. D. (2004). Transforming the public sector. Outlook Journal, 60(10),
68-76.

Maslow, A. H. (1964). A theory of human motivation. In H. J. Leavitt & L. R. Pondy (Eds.),
Readings in managerial psychology (pp. 6-24). Chicago, IL: University of Chicago Press.

Mettathamrong, J., Deeudom, S., & Sareekham, W. (2021). Causal factors of agricultural
community enterprise groups management in Sakhon Nakhon province affecting
adoption of the sufficiency economy philosophy on internal management of group
members. Parichart Journal Thaksin University, 34(1), 25-41. [In Thai].

Millet, J. D. (1954). Management in the public service. New York, NY: McGraw-Hill.

Mische, M. A. (2001). Strategic renewal: Becoming a high-performance organization.
Englewood Cliffs, NJ: Prentice Hall.

National Institute of Standards and Technology. (2008). Burbidge National Quality Program

educational criteria for performance excellence (pp. 1-22). Gaithersburg, MD: Author.

Parasuraman, A., Zeithaml, V. A, & Berry, L. L. (1985). A conceptual model of service
quality and its implications for future research. Journal of Marketing, 49(4), 41-50.
https://doi.org/10.1177/002224298504900403

Penchansky, R., & Thomas, J. W. (1981). The concept of access: Definition and relationships
to consumer satisfaction. Medical Care, 19(2), 127-140.

Proirungroj, R. (2008). Service psychology. Bangkok: Odeon Store. [In Thail.

Provincial Electricity Authority. (2018). Summary of complaint management analysis for

2017. Bangkok, Thailand. [In Thai].

32


https://doi.org/10.1177/002224298504900403

Ruksanit, P., & Karawek, S. (2019). A business model for the elderly care service business in
Thailand for achieving excellence. EAU Heritage Journal (Social Science and
Humanity), 9(1), 264-277. [In Thail.

Samson, D., & Challis, D. (2002). Patterns of business excellence. Measuring Business
Excellence, 6(2), 15-21. https://doi.org/10.1108/13683040210431428

Satchukorn, S. (2005). Art of service. Bangkok: Saitarn. [In Thail.

Schiffman, L. G., & Kanuk, L. L. (2004). Consumer behavior (8th ed.). Upper Saddle River, NJ:
Prentice Hall.

Suthipongkaset, S. (2007). Customer expectations and satisfaction with the service center
customer service, Pattaya Provincial Electricity Authority, Chonburi Province
(Unpublished master’s independent study). Rajamangala University of Technology
Thanyaburi, Pathum Thani, Thailand. [In Thail.

Thammasat Consulting Networking and Coaching Center. (2016). Customer satisfaction
survey (business), year 2016. Retrieved from
https://www.mea.or.th/m_files_store/download [In Thai].

Thomas, J. P., & Waterman, R. H. (1984). In search of excellence: Lessons from America’s

best-run companies. New York, NY: Harper & Row.

33


https://doi.org/10.1108/13683040210431428
https://www.mea.or.th/m_files_store/download

