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Abstract

The objective of this research was to study the factors of complaint management
affecting the efficiency of complaint management of the Provincial Electricity Authority
customers. The sample group used in the study were 285 Provincial Electricity Authority
Managers. Questionnaires are used as research tool, using simple sampling techniques.
Statistics used in the data analysis were frequency, percentage, mean, standard deviation and
multiple regression. The research found the opinion level on the efficiency of the Provincial
Electricity Authority’s customer complaint handling to be at highest level. The efficiency of
complaint handling of the Provincial Electricity Authority customers in all aspects was at a high
level. The hypothesis test found that the complaints management factors regarding the
information system, organization management, planning and the process of handling
complaints of the Provincial Electricity Authority customers that affected the efficiency of
customer complaint management of the Provincial Electricity Authority could be created into the
forecast equations in raw scores and standard scores as follows

Forecast equations in raw scores

Y =.791 + 416 xg + .314 x, -.273 x5 + .184 x,
Forecast equations in standard scores

Z, = 352 x5 + .240 x, -.198 x5 + .124 X,

Keywords : Efficiency, Customer complaints management, Provincial Electricity Authority
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