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ABSTRACT

This study has the following objectives: 1) to evaluate the performance of the
Provincial Electricity Authority (PEA), Chiang Mai province with the application of the Balanced
Scorecard Model, and 2) to identify the problems and obstacles in work performance and propose
guidelines for bettering the performance of the organization.

The study used both documentary and survey research techniques to evaluate the
performance of the Provincial Electricity Authority, Chiang Mai province. A sample of 399 was
drawn from the customers of PEA-Chiang Mai to find out about their satisfaction towards the
PEA services. The data obtained was analyzed and processed by the SPSS for Window, using
statistics, such as frequency and percentage distribution, mean, and standard deviation.

The results of the study are as follows:

1. The performance of the Provincial Electricity Authority, Chiang Mai province based
on the Balanced Scorecard Model evaluation was excellent in two out of the four perspectives.
These were the Customer Perspective with key performance indicators (KPI’s), such as waiting
time, service quality, officers’ service-mindedness, technical standards, overall standards, and
guaranteed standards of performance and the Learning and Development Perspective which used
another set of KPI’s such as percentage of employees who have completed the training programs,
the proportion of the absent days to the total number of working days, and etc. The PEA-Chiang

Mai has passed all the indicators of these two perspectives. However, the other two perspectives;



the Internal Process and the Financial perspectives were not fully achieved. As for the Internal
Process perspective which used the KPI”s such as the System Average Interruption Duration
(SAIDI), power failure frequency, and the average waiting time at the customer’s service center,
PEA-Chiang Mai could satisfactorily pass the standard while the other indicators, such as the
System Average Interruption Frequency, and the loss of system remained unsatisfactory with the
overall achievement of 60 percent. As for the Financial Perspective, the gross profit before
interests and depreciation charge was deducted and the expenses/revenue ratio indicators were
satisfactorily passed while the expenses of personnel per unit of power distribution was not
passed. The performance showed success only 66.67 percent. However, the overall performance
of the PEA-Chiang Mai was still far above average since it could pass 14 indicators out of the
total 17 indicators or about 82.35 percent.

The hypothesis is, therefore, rejected because only in two out of the four perspectives
— Customer and Learning and Growth perspectives that the PEA-Chiang Mai could perform well.

As for the customers’ satisfaction, it was found that the customers were satisfied with
the service duration, service quality, and the service standard of the officials.

2. The problems and obstacles that the PEA-Chiang Mai is now facing can be
summarized as follows: (1) lack of flexibility of the rules and regulations has caused the red tape
in work operation (2) there were not enough communication channels between the organization
and customers (3) insufficient budget for organization development (4) lack of space for
physical expansion (5) employees had low motivation in doing their work.

The followings are guidelines and recommendations for performance improvement of
the PEA-Chiang Mai: (1) modifying rules, regulations, and work process to make them more
flexible (2) using a more effective performance evaluation system (3) applying the Balance
Scorecard Model in organization management throughout the organization (4) improving
organization’s information technology system (5) increasing and improving the communication

channels between the organization and customers to reduce conflicts and misunderstandings.



