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Academic Year 2016

Abstract

The purposes of this research aim to identify correlations between personal factors
and services’ quality of Provincial Waterworks Authority, Hatyai Branch and altogether to compare
between services’ quality and personal factors in the aforementioned setting. Samples are 400
consumers who utilize water for household usage under accountability of Provincial Waterworks
Authority, Hatyai Branch. The research had applied both descriptive and inferential statistical
analyses. According to the result found majority of water’s consumers are female age between 20
to 30 years old, single, and held a bachelor degree. In general, they are government or state
enterprise officers who earn averagely 10,001 to 20,000 baht per month. Typically have 4 to 5
family members who reside in Hatyai municipality’s water distribution area. They mostly live in a
detached house, average water bill between 100 to 500 baht per month, and regularly pay the bills
at the waterworks authority. The water’s consumers consider that price of the water are appropriate
which mostly are safely consume water and strongly believe in purity of the water as they are
satisfy, being optimistic, and understand the benefit of it. In a big picture, consumers are highly
appreciating services’ quality of Provincial Waterworks Authority, Hatyai Branch. For in depth,
based on SERVPERF model, study also found that consumers are highly appreciate their reliability,
empathy, responsiveness, assurance, and tangible. Meanwhile as the comparison of t-Test, F-Test
to define the different and analyzed variation with One-Way ANOVA found consumers who are
different in gender, age, average monthly income, number of family member, current price of the
water, confidence in the water’s purity, and future possibility of other water resources’ usage are
generally show dissimilar appreciation toward services’ quality of Provincial Waterworks

Authority, Hatyai branch at .05 statistic significant levels.
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