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Academic Year 1998

Abstract

Metropolitan Waterworks Authority (MWA) is an organization that has to contact
with many organizations and a lot of people. Communication takes a major role, especially
in the integrated communication age. Communication becomes a tool which is used to
create a good will and satisfaction. A study on the information exposure of the consumer
and t-he consumer gratifications is a way to know in which degree the consumers receive
the information and knowledge which MWA communicates through many kind of media.
Do the consumers want to know more about MWA and how does it effect the consumer
satisfaction?

The objective of this research is to study the information exposure and the
satisfaction of the consumer and the factors that affect them. In this survey research, a
random sampling method is used and the sample size is 400 respondents. The
questionnaires are used as the data collection tool. The data is analyzed by using
percentage, mean, chi-square and t-test. The information is processed by using SPSS PC+.

The findings from the research are as follow : as for the exposure to the media of
the consumers, the frequency of exposure is 1-2 times per week. The exposure of the
information from television is the most frequent. About the information that MW A gives
to the consumer, the consumer most often receives the information about reserving water.
Most consumers want to know the information about water stopages. As for the
consumers' knowledge about MWA, many of them have medium level of knowledge.

Very few consumers are satisfied with MWA at the medium level. From hypothesis



testing, the difference in status and income level of the consumers does not attect the
exposure to media and the consumer satisfaction. There is no relationship between the
types of the consumers and the exposure td the information. But there is a relationship
,:between the types of the consumers and the interest of the consumers in the information
%given by MWA. There is a relationship between knowledge of consumer and the
consumer satisfaction in every aspect except for the satisfaction of the consumer to the
operation and service of MWA and the aggregate satisfaction of the group of the consumers

who have knowledge about the affiliation offices of the MWA.

MR
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