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Abstract

Customer Satisfaction Survey of Provincial Waterworks Authority (PWA) for the fiscal
year 2018 is a project for listening to opinions, and building relationships with current
customers and those who are expected to be PWA customers in the future. Survey issues
are satisfaction, dissatisfaction, wants, expectations, customer loyalty, customer attitudes
towards products, services, image and social responsibility of the PWA. The study found that
the overall customer satisfaction score is 4.048 points (or 80.96%) where the factors that
created the highest satisfaction for the customers were satisfaction with service payment
and service process (4.283 points), and satisfaction of employees in the overall picture
(4.209 points). In terms of want, customers want the PWA to respond to 1. water quality
(32.28%) 2. after-sales service (24.87%), and 3. water supply volume (15.51%). In terms of
expectation, customers expect the PWA to provide clean water without sediment. As for the
amount of water supply, it is expected that the water pressure will be increased, and water
will flow continuously without the need for a water pump. In terms of the service of the
staff, customers expected the staff to be cheerful, and speak politely. Customers expect
PWA to improve the cleanliness of the buildings, and expect fast payment service from the
PWA staff. For the after-sales service, customers expect the staff to have good interpersonal

skill and service-minded, and expect accuracy and clarity of information.



