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1. Summary:

In 2023, GPSC conducted customer
satisfaction measure (during 7

: September — 3 October 2023).
Uianana
ANsd1sAuswalavasnauana GPSC uaz GLOW
sioduduaruinns Uszani 2566 (Utilities, PV Solar rooftop system)

Customer satisfaction score and
target: The results indicated that
92% GPSC customers were satisfied
with GPSC services. GPSC set target
of >90% in 2023.

Methodology and Coverage by
operations: The survey is conduct via
online approach. The respondents
covered 100% of operations which
are total customer surveyed (both
respondents and non- respondents)
out of total number of customers.
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These included the representative
sample of 190 (out of 226
customers) regarding GPSC operation

on power, stream, and industrial
water. 2 (GPSC
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2. Objectives:

The objectives of customer satisfaction measure
were the followings:

1.  Assess customer satisfaction against
competitors

2. Gain feedback from customers for service
improvement

3. Identify factors that determine customers’
buying-decisions

4. Develop future utilities plan and other business
expansion, based on customer inputs.

3. Measurement:

GPSC measured customer satisfaction in 7
aspects: (1) service quality (2) sale service; (3)
after sale service; (4) usage measure; (5)
maintenance; (6) issue-resolution period; and (7)
pricing.

GPSC adopted the 5-pointed scale (5 = highly
satisfaction, 4 = satisfaction, 3 medium
satisfaction, 2 = low satisfaction, and 1
unsatisfaction)

4. Respondents: GPSC Customers
5. Period: 7 September — 3 October 2023
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6. Customer Satisfaction Score: 8. Future Improvement:

The results indicated that 92% GPSC customers * Address power blackout.
were overall satisfied with GPSC services. The
aspect of quality and continuity received the
greatest customer satisfaction score.

* Improve services continuity on stream and
industrial water section.

e Communicate to customer during maintenance

services
7. Respondents Coverage: * Increase efficiency during the issue-resolution
The respondents covered 100% of operations which period
are total customer surveyed (both respondents and « Develop specialty on service quality as GPSC
non- respondents) out of total number of strength.
customers.

These included the representative sample of 190
(out of 226 companies) regarding GPSC operation
on power, stream, and industrial water.
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Activities
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Target Y2024

GC Group Golf 31-Mar-24

MTP WHA EIE Utilities Friendship Golf 12-May-24 Future Plan:

CSR Together with ASM Jun-24 Based on the customer
satisfaction inputs,

KM for PD (Physic) + Visit VISTEC 25-Jul-24 GPSC developed 14

action plans in 2024,
aiming to improve our
Sep-24 services and thus

Sep-24 customer satisfaction
moving forward

BST Thank you party Aug-24
KM for MTP (Physic) + Visit LNG Terminal
CSR Together with TPAC/TPCC

Cinema 12-Sep-24

Executive Trip / Saminar with party Oct-24

Nov-24
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Sport Game with AVT
Nov-24
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Reference:

Actual Report Summary of GSPC customer
satisfaction measure in 2023 (Thai Language)
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@PSC NPS GPSC/GLOW vs Benchmarks

un: https:/ /delighted.com/

Net Promoter Score® benchmarks

A good NPS score in one industry can be a bad score in another. Therefore, to

understand your own NPS, it’s useful to benchmark against others in your industry.

YOUR RESULTS

You are in the|65th percentile of the Global Utilities industry.

YOUR NPS

GPSCGw  34.09

5 27 41
——

Low Average High

Companies included in this industry
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Quadrant Analysis
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Quadrant Analysis
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THANK YOU
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