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Abstract

The 2020 Core Business Customer Satisfaction Survey (CS) is scheduled for a Core Business
Customer Satisfaction Survey (CSI) and the data that has been taken into consideration for the
improvement of power system quality. And delivering excellent service to our customers to obtain
information on needs, expectations, satisfaction, dissatisfaction, commitment and loyalty as
a whole of the organization. In addition, there is in-depth customer demand information that can
be used to formulate a strategic plan to support the competition and maintain the MEA's key
customer base by conducting a survey on customer satisfaction and engagement.

The results of the 2020 study found that the overall satisfaction with the quality of power
systems and services in 2020 was 83.09 percent lower than that of 2019 at 2.41 percent. Overall
customer satisfaction in 2020 has a slightly higher score from 2019, which can be divided into areas
as follows: Overall satisfaction with power system quality The score was 82.63, slightly decreased
from 2019 overall satisfaction with service quality. The score was 83.56, slightly decreased from
2019. Satisfaction in public service benefits. The score was 77.61, a slight increase from the year
2019 and satisfaction in providing information. The score was 77.99, slightly increased from 2019.In
the overall picture of the Metropolitan Electricity Authority in 2020, the overall customer loyalty
was 79.85 and the Net Promoter Score of 2020 showed a decrease in score value from Year 2019.

In addition, the results of in-depth interviews with prospective customers revealed that the
needs and expectations of each customer journey therefore divided the summary into parts
consisting of electricity request. Range of electricity After-sales service processes such as problem
solving Liaison To the electricity bill After analyzing and synthesizing the information, it can be
suggested as follows: 1. FREE THERMOSCAN EXCLUSIVE CUSTOMER 2. YOU CAN CUSTOMIZE AND
FIX 3. EXTENDED ELECTRICITY INFRASTRUCTURE PLAN 4. MEA SMART COMMUNITY MODEL 5. MEA
EXPRESS FEEDER 5. SERVICE LEVEL AGREEMENT 6. PERSONAL ASSISTANT SERVICE 7. LOYALTY
PACKAGE SMART DATA ANALYTICS 6. INSTANT INFORMATION 8. UPGRADE MEA SMART LIFE
9. GOVERNMENT CONNECT 10. ADJUSTMENT OF KEY PERFORMANCE INDICATOR 11. MEA BUSINESS
CHALLENGES.



