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1. Summary: In 2024, GPSC conducted
customer satisfaction measure (during 30
September — 29 October 2024).

Customer satisfaction score and target:

The results indicated that 91% GPSC customers
were satisfied with GPSC services. GPSC set
target of >90% in 2024.

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.

These included the representative sample of 151
(out of 204 customers) regarding GPSC operation
on power, stream, and industrial water

(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: 30 September — 29 October 2024
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6. Customer Satisfaction Score: The results indicated that 92% GPSC customers were overall
satisfied with GPSC services. The aspect of quality and continuity received the greatest customer
satisfaction score.

7. Respondents Coverage: The respondents covered 100% of operations which are total customer
surveyed (both respondents and non- respondents) out of total number of customers. These
included the representative sample of 151 (out of 204 customers) regarding GPSC operation on
power, stream, and industrial water.

8. Future Improvement:
e Address power blackout.
e I[mprove services continuity on stream and industrial water section.
e Communicate to customer during maintenance services
¢ Increase efficiency during the issue-resolution period
e Develop specialty on service quality as GPSC strength
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Reference:

Actual Report Summary of GSPC customer
satisfaction measure in 2024 (Thai Language)




~» Gpsc

UILAUDNA

A15d152AANNINDIA
davnanNana GPSC/GLOW
gaduAttazusnns Uszani 2567

@AuD USHM 1navaa mnnos Sumast SAe (o)
Tos  vsem lofdsy dde

19 AuAWUs 2568



Inqilsyava BN InarnFUYNAN

.
bt 9

‘. Online Survey
o un 30 n.a. - 29 a.a. 2567

sTauamUNYNa TazasgnANdaaNann o
U5N15 warniinduaas GPSC/GLOW

FuugnfTieaurULAISA

o Utilities 91 us1wn (89.22% an 102 ussn)
o PV Solar Rooftop System 18 ussn

' (78.26% an 23 usun)

/% o EGAT 42 51a (50.00% a1n 84 51u)

o uwunsta Utilities Tuauaa [ | .

o s¥eauauAattivaanmsuurint M ldndaanaie
21ay GPSC/GLOW (NPS)
fasuiiinasanisdaduladanans aeitia
usanaaydsusuniu GPSC/GLOW

o asiidsuiduadsuuariauanuIeiuau
wonalanarasugsnauas GPSC/GLOW




(GPSC AN UNInalalagsusio GPSC/GLOW

0 anfNwalasad AN TWLA-ANMNEDLILDIVDY - .
WanfaeiuInain Touch Point 3u (a:sc @ ATNSIN ArLUULDAL
0 waianalaiagmsa osnin Touch Point 3u anusnalana GPSC/GLOW (n = 89) (w6 5 azuuu)

A. qaunvuazanusatiag - v (0 = 82) 62.20%

A. ﬂmmﬂua:n'nuiimﬁ'm -Maih (n = 43) 58.14%

u ) i =)
A. aarantazanusatlad - inwan1saedinsId (n = 27) 44.44%0

B. nvsmalusau 2 il lulueaunauavuudnanTu 2.28%
v (EL)]  26.32% .
C. 13AIHaIAIINHAINUUINT  (n = 77) 31.17% 16'88%6“%
D. s antAuunazasialdmnansld (n = e4) DELETLLT 2'52"*1"“3%
- - _ 0 85%
E. asiingednunuasuHunsutl@dy  (n = 73) 35.62% 1.37%
F. Avsimnsiasavna/dasaansau  (n = 26) BANELT 19.23% 7.69%
ettt bttt T L
I G. A maanaw - v (n =78l 29.499% 1.28%
I
I
: G. saHaanal - lauy  (n=30) BLAI 38.46% ?'ﬁﬂ%
I
I
I

G. Aamassa - intiansaaaiunssy (n=2s) LAl 32.00%

n = FuuiEm Edawalana BRawala  1thunate & Wanalarauzhadas B livawala -3-




@Gpsc AUanuvisnslaua: Touch Point Mmilulomaluatswiouun

o ghunsznolusou 2 1 Tudunaunauasuudaian T nsasaduan A UUSASHAINSTIBVNTANDEANS
ANUNSANNISVIIDNVD/329158U Uars1AHNAnAL

=55 \
Za s ¥ ¥ =i
w 8% 17 o 1aun < Uianisand@1unssy

h Poi AZuUU Quadrant AZUUU Quadrant Auuu Quadrant
Touch Point Amniewala Analysis Aawala Analysis auniowals Analysis

. = it - =
AaLATHLazaUsalladuag Wanalann i Wanalaun . Yowa launn .
A S (4.62) Delighter (4.56) Delighter (4.44) Delighter I l

B asmalusay 2 il Tuiusay Imbrove Imbrove Imbrove Jnsuiis
Aavaduudaa Tyl wiasadaiau p p pr ﬁ::’::““a
- . L. sndulado
C | 13N 1 TuadA T MU NULITNTS Improve Strength Improve WiuwSosio
CRE GTHTR!
ALHALALINULAZ .
D a1sSenlSinaints o Strength Delighter Strength
E | amuingednduasunHun e a#ds veanalunn Delighter LTI S Strength
. . . v v Should 1] Should ihunae Should
F | avsdansdasavua/asadisau S _ Improve (3.38) Improve

Should 7] 7] Should
Improve

G | sAHannN L

Improve msisalfnlsadaasiannuaniuanuionalaliinniiu Should Improve asilfuilsaiaiilamaiaminanufionala

| o - = w " w - -y
Strength asWann aiuaisnala Delighter axsine117 mnniuaulduBeuiandaanTniasuaiiaanuionaladalaiy

)
—- —h&



@Gpsc Mswusnin Inldnandaeizios GPSC/GLOW (NPS)

o laana sy Net Promoter Score (NPS) wa3andAsio GPSC/GLOW Ao 37.78% Winguanil 2566

o and Wil i NPS snaninuansaeidu Ao 44.83%

o ﬂmnﬁﬁﬁuaﬂimun‘aﬁ'\ NPS @2 shuusnisiaa ﬁ‘l’"mﬂﬂ'Iﬁ"a;M ﬁ'lll;l?:lla“‘lﬂ;lﬁfyfy’l (ssudoranoiusi adlunssioany
deusun, and lelindosanua MTOP s izon

GPSCGaw"  ansirunt o NPS
G daduAzIUUAISUUEN (% 9 & 10 - % 1 &2 6)

2
AWSIN § s £ . .
— Utilities 7l
(I'I=B?) = L oI
. £
(n = 45) e I Sy

dudanTs § 2
I § § - A+1573

AR NI X
(n = 29)

=10 =9 "8 7 6 54302 0n1

n = 10U uFEFN
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an: https://delighted.com/nps-benchmarks

Net Promoter Score® benchmarks

A good NFS score in one industry can be a bad score in ancther. Therefore, to

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

You are in the 91th percentile of the Utilities industry

windiuannil 2566 iiatjin 65th percentile

Your NPS 37.78
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Companies included in this industry

Commaonwealth Edison, PSE&G, CenterPoint Energy, Pacific Gas and Electric, Florida Power & Light, TXU Energy, Georgia Power, Duke Energy Progress, Consolidated
Edison of NY, Alabama Power Company, Southern California Gas, Southemn California Edison, Dominion Virginia Power
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THANK YOU
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