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Saranee Tameeyawes. (2005). Factors Affecting to customers' total satisfaction of
Bangpakong Water Supply Company Limited. Master project. M.B.A.
{Management}. Bangkok. Graduate School. Srinakharinwirot University. Advisor:

Dr. Rugphong Vongsaroj.

The objective of this research is to study factors affecting to customers’ total
satisfaction of Bangpakong Water Supply Company Limited. Samples for this research are
440 water users at Bangpakong area. Questionnaires were used as a tool for data
collection. The statistical analysis methods included percentage, mean, standard deviation,
independent  t-test, One-Way Analysis of Variance and multiple regression by using
significant level at 95%. SPSS program for Windows Version 11.5 was used for the

statistical analysis.

This research found results as follows:

1. Most of the customers are female, married and under-graduated. Most of their
careers are private enterprises staff, civil servant or state owned enterprise staff, self
employsd. Most of them have income per month less than 15,000 Baht.

2. The customer's atlitudes towards the water quality, general services, price and
the other expenses, staff, public relations and process are at the moderate level.

3. The customers who are different in sex, marital status, educational attainment,
occupation and types of customer have indifferent total satisfaction towards service of
Bangpakong Water Supply Company Limited at statistically significant level of 0.05.

4. The attitude factors that affect customer’'s total satisfaction are public relations,
siaff, general services, process, water quality, price and the other expenses, respectively,

5. The most important advice from customers towards service of Bangpakong
Water Supply Company Limited is an improvement of the company public relations.

6. An advice from this research is that the company should urgently adjust its
public relations. For example, it should inform customers in advance when water distribution
is to be stopped and it should survey customer’'s satisfaction more often and adjust the

services quality corresponding to customers’ expectation.
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v Method 1 (space saver) will be used for this analysis

RELIABILITY ANALYSIS - SCALE (ALPHA)

Mean Std Dev Cases

1. X7 3.0250 8619 40.0
2. X8 2.8500 .6998 40.0
3. X9 3.0750 .9443 40.0
4, X10 3.1750 8026 40.0
5 X1 3.1250 .9388 40.0
6. X112 3.1750 6751 40.0
7. X13 3.0750 6155 40.0
8. X114 3.1250 6864 40.0
9. X15 2.8750 .6864 40.0
10, X16 3.1000 .9001 40.0
1. X17 3.2500 7071 40.0
12, X18 2.9250 f970 40.0
13. X18 2.7000 7910 40.0
4. X20 2.7750 8912 40.0
15, X21 3.0500 8148 40.0
16, X22 3.0750 6938 40.0
7. X23 2.9750 6197 40.0
18. X24 3.1250 7574 40.0
19. Y 3.1250 5158 40.0

Reliability Coefficients
Nof Cases = 400 N of Items = 19

Alpha= 9176
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