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Minor Thesis Title Customer’s Expectation and Perception toward Service Quality of

Provincial Waterworks Authority, Hatyai Branch

Author Miss Supunnigar Lasom
Major Program Business Adminisstration
Academic Year 2015

ABSTRACT

The purpose of this research were (1) to study customer’s expectation on service
quality of Provincial Waterworks Authority, Hatyai branch (2) to study customer’s perception on
service quality of Provincial Waterworks Authority, Hatyai branch (3) to study customer’s
satisfaction from the different of expectation and perception on service quality of Provincial
Waterworks Authority, Hatyai branch (4) to study relationship between customer's individual
factors and expectation and perception on service quality of Provincial Waterworks Authority,
Hatyai branch. The target population of this study size is 398 customers. Data collection was
performed by using questionnaires as research equipment. Research data was analyzed by using
statistics: Frequency, Percentage, Mean, Standard deviation, t-test, the statistical method of one-
way ANOVA and Least Significant Different (LSD) method were implemented to analyze each
pairs differentiation which is statically significant at the 0.05 level. The research results indicate
that (1) customer’s expectation on overall service quality were at the high level, the highest
expectation is Assurance (2) customer’s perception on overall service quality were at the highest
level, the highest perception is Reliability (3) customers are satisfied with overall service quality,
customers are satisfied on service quality on Reliability, Tangibles, Responsiveness and
Assurance and customers are not satisfied on service quality on Empathy. (4) personal factors of
sex, age, marriage status, occupation and income did not effect to the service quality expectation
and perception of customers, personal factor of education effect to the difference of service

quality expectation, statistically significant at the 0.05 level.
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