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ABSTRACT

Generally, Engineering Procurement and Construction (EPC) method is often
applied to the construction project of the petrochemical business. Thus the
construction project of the petrochemicals has grown exponentially in Map Ta Phut
Industrial Zone, Rayong. Overall of the construction project, some of the projects were
completed on schedule and meet the standard criteria but some the projects were
not completed on schedule as well. These things mentioned earlier as well as the
working processes concerned are affected the job owner. So this research aims to
determine the factors that affect customer satisfaction of the EPC project in order to
use information obtained from the research to utilize to prevent the problems. The
research was conducted by question survey of 5 EPC petrochemicals companies. The
collected data were analyzed the pros and cons that response to the requirement of
the project owner in order to enhance the satisfaction of the owner and improve the
project management systems and processes as much as possible.

It is found that in the EPC petrochemical project in Map Ta Phut Industrial
Estate area has the importance factors of satisfaction with SSHE as first priority. The
ranking of the factors contributing to the customer satisfaction in the top three are: 1)
Cost factor, category of controlling operating cost 2) SSHE factor, category of total
injuries rate 3) Quality factors, category of designing conform with specifications and
standards. This analysis will lead to efficient and effective project management by

optimizing to customer satisfaction.
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nUYLNA: SSHE : Safety Security Health and Environmental, TRIR : Total Recordable
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A1319% W.9. 1 Anudvesladeilinansenusannuianela nasiuvia 3 ngu 91U 100 AU

WA 1 2 3 4 5
Factors
Timel 0 8 24 38 29
Time2 0 8 27 37 28
Time3 0 9 19 20 52
Costl 2 a4 21 39 34
Cost2 0 5 22 a4 29
Cost3 3 a 29 24 a0
Costd 2 8 21 40 29
Quality1 10 IR 38 Yo 35
Quiality2 0 12 28 36 24
Quality3 0 11 13 a6 30
Qualityd 0 10 20 a4 26
Quality5 0 12 » a5 26
Quality6 0 9 22 42 27
Quality7 0 12 21 a6 21
SSHE1 0 11 5 22 62
SSHE2 L 2 8 22 62
SSHE3 3 10 5 31 43
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M19197 K.Y, 2 ANudvesdadeninansenuionUianelavesuIITeIAns 31U 10 AY

WA 1 2 3 4 5
Factors

Timel 0 1 2 1 6
Time2 0 0 3 1 6
Time3 0 0 q 0 6
Costl 0 1 0 5 4
Cost2 0 1 0 a4 5
Cost3 0 1 1 1 7
Costd 0 1 3 1 5
Quality1 0 1 1 a4 a4
Quality2 0 1 1 5 3
Quality3 0 1 3 2 a4
Qualityd 0 . 1 3 a4
Quality5 0 1 2 il 3
Quality6 0 1 il 4 1
Quality7 0 1 1 a4 4
SSHE1 0 1 { 1 7
SSHE2 0 1 0 1 8
SSHE3 0 1 1 <) 5




70

M19197 K.Y, 3 Anudvesdafeninansenuionuianely veruIMSATINIg 91U 20

AU
U 1 2 3 4 5
Factors
Timel 0 2 2 11 5
Time2 0 3 5 7 5
Time3 0 1 3 7 9
Costl 0 1 6 5 8
Cost2 0 0 6 7 7
Cost3 0 1 a4 5 10
Costd 0 a4 1 6 9
Quality1 0 2 s 8 8
Quiality2 0 3 1 12 4
Quality3 0 2 5 8 5
Quality4 0 3 2 8 6
Quality5 0 2 2 11 5
Quality6 0 3 6 6 5
Quality7 0 3 3 9 5
SSHE1 0 1 1 il 14
SSHE2 0 0 2 4 14
SSHE3 0 1 ' 7 9
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A5199 W.9. 4 ANUDVDIUAENTNANTENURADANUNIND L VBIIAINTIASINTIINRIAING

PELNYIT9AULATINNG I1UIU 70 AU

eE)y 1 2 3 4 5
Factors

Timel 0 6 20 26 18
Time2 0 5 19 29 17
Time3 0 8 12 13 37
Costl 2 2 15 29 22
Cost2 0 a4 16 33 17
Cost3 3 2 24 18 23
Costd 2 3 17 33 15
Quality1 0 7 14 26 23
Quality2 0 8 26 19 17
Quality3 0 8 5 36 21
Quality4 0 5 16 33 16
Quality5 0 9 13 30 18
Quality6 0 5 12 32 21
Quality7 0 8 17 83 12
SSHE1 0 9 3 17 41
SSHE2 5 1 6 17 41
SSHE3 3 8 9 21 29
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LN
Frequency Percent Valid Percent | Cumulative
Percent
Valid %18 82 82.0 82.0 82.0
AN 18 18.0 18.0 100.0
Total 100 100.0 100.0
A157971 LA, 2 miNLLamSﬁau‘Jamiﬁﬁn ’ﬁ%mmmmq
218
Frequency Percent Valid Percent | Cumulative
Percent
Valid <2539 1 1.0 1.0 1.0
26~ 35 YU 35 35.0 35.0 36.0
36 - 45 41 41.0 41.0 77.0
a6 - 55 U 22 22.0 22.0 99.0
56 Yoy 1 1.0 1.0 100.0
Total 100 100.0 100.0
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AMRAINTTANE
Frequency | Percent Valid Cumulative
Percent Percent
Valid  USgyayed 72 72.0 72.0 72.0
ganindSyaes 28 28.0 28.0 100.0
Total 100 100.0 100.0
A15197 WA, 4 MIUAAIUBLANITENTID TUUNATLDITN
1IN
Frequency Percent Valid Cumulative
Percent Percent
Valid = 3§3aia 8 8.0 8.0 8.0
UIHNLENTY 92 92.0 92.0 100.0
Total 100 100.0 100.0
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Uszaunsaiingu
Frequency Percent Valid Cumulative
Percent Percent
Valid 1-10% 65 65.0 65.0 65.0
11-20 ¢ 23 23.0 23.0 88.0
11N 21 U 12 12.0 12.0 100.0
Total 100 100.0 100.0

M19197 BLA. 6 MITLANITOLANTTANTIV TILUNANUNFURROULUUARUDY

NEUKRBULUUEBUNY
Frequency Percent Valid Cumulative
Percent Percent
Valid =~ gusnnsesans 10 10.0 10.0 10.0
HUSMSIATINTG 20 20.0 20.0 30.0
Arnslasanig 70 70.0 70.0 100.0
Total 100 100.0 100.0
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AUIZYLLIAN

Descriptive Statistics

N Minimum [ Maximum | Mean [Std. Deviation
AT UIU 100 2.00 5.00 3.8700 93911
AuAuUliasIy 100 2.00 5.00[  3.8500 92524
A9UR
daeuau 100 2.00 5.00 4.1500 1.02863
Valid N (listwise) 100
A1519 W.A. 7 (619)
auA1ldTauazAUNY

Descriptive Statistics

N Minimum [ Maximum | Mean [Std. Deviation
AU 100 1.00 5001 3.9900 .94810
NIAIUALAUNUKAY 100 2.00 5.00[  3.9700 84632
Uszidiualging
NAUTZNOUNIT 100 1.00 5.00 3.9400 1.06192
Uszndnmlganouasasng 100 1.00 5.00[  3.8600 99514
yaAwinlsituidiivesny
Valid N (listwise) 100




15199 KA. 7 (D)

AUAMNIN

Descriptive Statistics

7

N Minimum [ Maximum | Mean [Std. Deviation
miv‘i’muﬁ'gﬂﬁaq WALAN 100 2.00 5.00]  3.9800 96379
nuuAlY
NIMDUAUBIAIINABINIT 100 2.00 5.00]  3.7200 96484
YDIGNAN
UDDNLUUNIIAINTIH 100 2.00 5.00{  3.9500 93609
Juluaaderiinun
miﬂfjﬁamwﬁgumaumi 100 2.00 5.00[ 3.8600 92135
U UReu
miﬂizLﬁum’mﬁm 100 2.00 5.001 3.8500 94682
NNWEAINUANNITOVDY 100 2.00 5.00 3.8700 91734
TFIRR)
NAUARLLIWUS NS 100 2.00 5.00) 3.7600 .92245
Valid N (listwise) 100
A15197 w.A. 7 (610)
funnuUasnny

Descriptive Statistics

N Minimum [ Maximum | Mean [Std. Deviation
MIINTUINIUTIU(TRIR) 100 2.00 5.00] 4.3500 .99874
nssAntlgd 100 1.00 5.00|  4.3600 1.05906
msgniosseu 100 1.00 5.00[  4.0100 1.11460
Valid N (listwise) 100




M13199 H.A. 8 NHUKUTVNTBIANT 91U 10 AU

AUITEZLIAN

Descriptive Statistics

N Minimum [ Maximum | Mean [Std. Deviation
ARFRR NNV 10 2.00 5.00  4.2000 1.13529
AuAuUliasIy 10 3.00 5.00[  4.3000 94868
A9UR
Aaueu 10 3.00 5.00{  4.2000 1.03280
Valid N (listwise) 10
A1519% w.A. 8 (sia)
auAlEII8LAZAUNY

Descriptive Statistics

N Minimum [ Maximum |  Mean [Std. Deviation
31AN9UY 10 2.00 5.00 4.2000 91894
NNIAIUALFUNUNTT 10 2.00 5.00[ 4.3000 94868
AU uazUsyiiu
AlAE
NaUsENaUNg 10 2.00 5.001 4.4000 1.07497
Usendaaldansuazasng 10 2.00 5.00[  4.0000 1.15470
yaAuinlsifuidivesny
Valid N (listwise) 10
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A1519% KA. 8 (D)

AUAMNIN

Descriptive Statistics

N Minimum [ Maximum | Mean [Std. Deviation
miﬁ’muﬁgﬂﬁaq WALAN 10 2.00 5.00  4.1000 99443
nuuAlY
NIMDUAUBIAIINABINIT 10 2.00 5.00  4.0000 94281
YDIGNAN
UDDNLUUNIIAINTIH 10 2.00 5.00{  3.9000 1.10050
Juluaaderiinun
miﬂfjﬁamwﬁgumaumi 10 2.00 5.00[  3.9000 1.19722
U UReu
ﬂ’]iUiSLﬁum’lﬂJLﬁm 10 2.00 5.001 3.9000 .99443
NNWEAINUANNITOVDY 10 2.00 5.00 3.5000 .84984
TFIRR)
NAUARLLIWUS NS 10 2.00 5.00) 4.1000 .99443
Valid N (listwise) 10
A151971 w.A. 8 (¢10)
funnuUasnny

Descriptive Statistics

N Minimum [ Maximum | Mean [Std. Deviation
dnTINSUINLIUTIM 10 2.00 5.001] 4.4000 1.07497
(TRIR)
nssintnlgd 10 2.00 500|  4.6000 96609
nsgnieaseu 10 2.00 5.00  4.2000 1.03280
Valid N (listwise) 10




M13199 W.A. 9 NFUEUITVNSIATINT F1UU 20 AU

AUITEZLIAN

Descriptive Statistics

N Minimum [ Maximum | Mean [Std. Deviation
AT UIU 20 2.00 5.00 3.9500 .88704
AuAuUliasIy 20 2.00 5.00[  3.7000 1.03110
A9UR
daeuau 20 2.00 5.00 4.2000 .89443
Valid N (listwise) 20
A5199 w.A. 9 (sia)
auAlEI LA AUNY

Descriptive Statistics

N Minimum [ Maximum |  Mean [Std. Deviation
F1ANUY 20 2.00 5.001 4.0000 97333
ANSAIUANFUNULAY 20 3.00 5.00| 4.0500 82558
Usgiliauanlgang
NAUIENBUNIT 20 2.00 5.00 4.2000 .95145
Uszndnalganauazasng 20 2.00 5.00[  4.0000 1.16980
yarfisliiuve sy
Valid N (listwise) 20
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A1519% KA. 9 (sid)

AUAMNIN

Descriptive Statistics

N Minimum [ Maximum | Mean [Std. Deviation
miv‘i’muﬁ'gﬂﬁaq WALAN 20 2.00 5.00  4.1000 96791
nuuAlY
NINBUAUDIAIUADINT 20 2.00 5.00 3.8500 93330
YDIGNAN
UDDNLUUNIIAINTIH 20 2.00 5.00{  3.8000 95145
Juluaaderiinun
miﬂfjﬁamwﬁgumaumi 20 2.00 5.00[ 3.8500 1.03999
U UReu
miﬂizLﬁum’mL?m 20 2.00 5.001 3.9500 .88704
NNWEAINUANNITOVDY 20 2.00 5.00 3.6500 1.03999
TFIRR)
NAUARLLIWUS NS 20 2.00 5.00) 3.8000 1.00525
Valid N (listwise) 20
A15197 W.A. 9 (¢i)
funnuUasnny

Descriptive Statistics

N Minimum [ Maximum | Mean [Std. Deviation
dnTINSUINLIUTIM 20 2.00 5.00] 4.5500 .82558
(TRIR)
nssintnlgd 20 3.00 500|  4.6000 68056
nIgniesisey 20 2.00 5.00|  4.2000 89443
Valid N (listwise) 20
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Descriptive Statistics
N Minimum [ Maximum | Mean [Std. Deviation
AT UIU 70 2.00 5.00 3.8000 92627
AuAuUliasIy 70 2.00 5.00[ 3.8286 88418
A9UR
daeuau 70 2.00 5.00 4.1286 1.07571
Valid N (listwise) 70
a1519i W.A. 10 (si0)
auAlEII8LAAUNY
Descriptive Statistics
N Minimum [ Maximum | Mean [Std. Deviation
31AN9UY 70 1.00 5.00 3.9571 .95456
ANSAIUANFUNULAY 70 2.00 5.00| 3.9000 83666
Usgiliauanlgang
NaUsenaunIs 70 1.00 5.00|  3.8000 1.07137
Uszndnalganauazasng 70 1.00 5.00|  3.8000 92627
yarfisliiuve sy
Valid N (listwise) 70
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Descriptive Statistics
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N Minimum [ Maximum | Mean [Std. Deviation

miﬁ’mu‘ﬁ'gﬂﬁaq WALAN 70 2.00 5.00[ 3.9286 96791
nuuAlY

NIMDUAUBIAIINABINIT 70 2.00 5.00[ 3.6429 97855
YDIGNAN

UDDNLUUNIIAINTIH 70 2.00 5.00{  4.0000 91683
Juluaaderiinun

miﬂfjﬁamwﬁgumaumi 70 2.00 5.00[ 3.8571 85611
U UReu

miﬂimﬁum’m?ﬁ'm 70 2.00 5.00) 3.8143 .96748
NNWEAINUANNITOVDY 70 2.00 5.00 3.9857 87630
TFIRR)

NAUARLLIWUS NS 70 2.00 5.00) 3.7000 .89037
Valid N (listwise) 70
a15797t w.A. 10 (6i9)
fAuanuUasnny

Descriptive Statistics
N Minimum [ Maximum | Mean |Std. Deviation

nIIN1SUINLIUTIM 70 2.00 5.00] 4.2857 1.03760]
[(TRIR)

nsuinllvg 70 1.00 500| 4.2571 1.15075
nsgniesisuu 70 1.00 5.00] 3.9286 1.18348
Valid N (listwise) 70
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Abstract

Generally, Engineering Procurement and Construction (EPC)
method is often applied to the construction project of the
petrochemical business. Thus the construction project of the
petrochemicals has grown exponentially in Map Ta Phut
Industrial Zone, Rayong. Overall of the construction project,
some project completed the schedule with meet the standard
criteria and mostly could not completed the schedule with

standard criteria as well. These things mentioned earlier as well

as the working processes concerned are affected the job owner.
So this research aims to determine the factors that affect
customer satisfaction of the EPC project in order to use
information obtained from the research to utilize to prevent the
problems. This research was conducted by sending
questionnaire to three selected EPC petrochemicals companies
at lease. The collected data were analyzed the pros and cons
that response to the requirement of the project owner in order to
enhance the satisfaction of the owner and improve the project

management systems and processes as much as possible.

Keyword: factors affecting to customer satisfaction, EPC project,
petrochemical, Map Ta Phut
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