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Abstract

This study project to listen to opinions and build relationships with existing
customers. The group of people who are expected to be PWA customers in the future and
stakeholders. satisfaction, dissatisfaction, needs, expectations, loyalty, customer attitude
towards the product services, image and social responsibility of PWA to bring information
Let's consider setting the direction and expansion strategy of the mission to promote the
sustainability of the organization. As well as setting guidelines for product quality
development. The provision of services and management of PWA to meet the needs and

expectations of customers and stakeholders.

The survey results for the fiscal year 2022, the PWA received an overall satisfaction
score of 4.105 points, categorized as “very satisfied”, a decrease of 0.010 points from the
fiscal year 2021 (fiscal year 2021 equal to 4.116 points), but still maintaining the satisfaction

score. Satisfaction Level "Very Satisfied"

The 2008 PWA survey result received an overall satisfaction score of 3.580 points.
The 2009 PWA survey result received an overall satisfaction score of 3.700 points.
The 2010 PWA survey result received an overall satisfaction score of 3.610 points.
The 2011 PWA survey result received an overall satisfaction score of 3.390 points.
The 2012 PWA survey result received an overall satisfaction score of 3.735 points.
The 2013 PWA survey result received an overall satisfaction score of 3.970 points.
The 2014 PWA survey result received an overall satisfaction score of 4.083 points.
The 2015 PWA survey result received an overall satisfaction score of 4.020 points.

The 2016 PWA survey result received an overall satisfaction score of 4.031 points.



The 2017 PWA survey result received an overall satisfaction score of 4.000 points.
The 2018 PWA survey result received an overall satisfaction score of 4.048 points.
The 2019 PWA survey result received an overall satisfaction score of 4.102 points.
The 2020 PWA survey result received an overall satisfaction score of 4.185 points.
The 2021 PWA survey result received an overall satisfaction score of 4.116 points.

The 2022 PWA survey result received an overall satisfaction score of 4.105 points.

The survey results in 2022 in 7 areas of service revealed that the services that
generate the highest customer satisfaction in the top 3 are 1.Building-Place (4.243 points),
2.Employee services (4.207 points), and 3.Payment for services and the process of providing

services (4.136 points)

Consistent with the 2021 survey results, with the top 3 most satisfied services:
1.Building-Place (4.199 points), 2.Employee services (4.197 points) and 3.Service payment.
and service process (4.194 points), it was noted that PWA's strengths are still In-office

services (Buildings, staff and payment of services)



