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59930116: CONCENTRATION: PUBLIC AND PRIVATE MANAGEMENT; M.P.A.
(PUBLIC AND PRIVATE MANAGEMENT)

KEYWORDS: PERCEPTION/ QUALITY OF SERVICE

RUNGTHIP SRITONG : SERVICE QUALITY OF REGISTRATION AND
IDENTIFICATION CARD SECTION DISTRICT OFFICE OF SATTAHIP CHONBURI

PROVINCE. ADVISORY COMMITTEE: SUNEE HONGWISET, Ph.D. 2018.

The purpose of this study was threefold. First, it aimed at examining the public’s
perception of quality of service provided by a section of registration and identification cards at
Sattahip District Office, Chon Buri Province. Also, this study intended to investigate a level of
expectation among the public toward the quality of service given by the section of registration
and identification cards at Sattahip District Office, Chon Buri Province. The third purpose of this
study was to compare the public’s level of perception and expectation toward the quality of
service given by the section of registration and identification cards at Sattahip District Office,
Chon Buri Province. The subjects participating in this study were 400 people using service at the
section of registration and identification cards at Sattahip District Office, Chon Buri Province.
The instrument used to collect the data was a questionnaire. The collected data were analyzed by
percentage, mean, and standard deviation. Also, the test of paired sample t-test was used to test
the statistical hypotheses, The results of the study revealed that the majority of service users were
female, aged 31-40, being single, holding a bachelor’s degree, having a monthly income of
15,001-25,000 baht, and working as government officers/ officers in state enterprises. Most of the
subjects demonstrated a low level of expectation toward the quality of service given by the
section of registration and identification cards at Sattahip District Office, Chon Buri Province.
Their perception of the quality of service given by the section of registration and identification
cards at Sattahip District Office, Chon Buri Province was found at a high level. Finally, based on
the results from the comparison, it was shown that there were statistically significant differences

in the level of perception.
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A 3 Tuaams5uinuAIN (A model of perceived quality)
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1. maiIvgnAme laazszinle (Customer satisfaction and beyond) ADM15H319
= o Yy a v A Lﬂy o Lﬂy g} = =\ Y= Aa o o
anuiane T 1vdus Inadadaulageuaziimssods soudimslanuinadons IHaAf N
d! 1 = o d‘d
Fegawanawani l5szoze1INa
2. M3sziuAMAIN (Quality assurance) 1o NINTTUMTUTIITAUNMNWIUTIURAY
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3. 35m3 52UU wazmalulat (Methods, system and technology) AnaToiialunis
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@ 4
ninOULazHalIZNOUNTV0I0IANT
A ' A ' = A ] J
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9 ] = Anq Yq Y 1Y A 3 v ) A A ] o
ANUABINT 1% MIANBVIVIT 1 IHundDT Ina 1Wuay vindeansNaziauauIns 1Hasany
9 Y a Y = a A v a Yy A a Y A g ~
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Y 1 09/’ = Y o 9
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1 o 13 [ u’/‘ .
rumMsAousy Midjeemis msquawnlald iudu aeiiu Lovelock and Wirz (2004) 3914
o @ o A o Y zﬂy a Y o a =\ 1 @ [ dy
mMuUaaNYUSTINY 3 UsemsnmInmsFedumnunsuTNMsUAMULANAINAY A9l
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aaa¥I9YNI Y (Inferential statistics)
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A = = v Y A Y Aa
LW@L‘]JSEJ‘]JL‘I/IEJ‘]Jﬂ"IiﬁJ?ILLa%ﬂ’JHJﬂ”Iﬂﬁ Q‘ﬂil@]ﬁ]ﬂﬂ!ﬂ”l‘l/\lﬂﬁ114‘]J§ﬂ1§ﬂ3$‘b’1°b’usll’f)ﬂ
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1 1 =1 % d‘ 1 o [Y] (% (% ~ Y Aaa d‘
ﬂaqimmvhﬂmnﬁmuazum NIINTDUNDANNV ﬁ]\?ﬁ?ﬂsﬁauﬁIﬂﬂi%’ﬁﬂﬁlWﬂ‘ﬂﬂﬁ@‘U
1 1 1 d' 1 d‘da 1 (% 9 .
ﬂ'J']iJLmﬂﬂ'NﬁgTT'J'Nﬂ"llﬂﬁfﬁl@ﬂﬂﬁgslﬂﬂﬁ 2 ﬂquﬂmﬁim@ﬂuiﬂﬂ% Paired samples test
wamlumsmsiinsangammumsifusms
'
Tagldnamves (Parasuraman, Ziethaml and Berry, 1985)

Y a

4
MITUFITY = ANUAIANII = MIVTMIUUNAUMN
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\3

a [

9
MITUFITI < ANUMAKI = ﬂ?iﬂiﬂ?iﬁullﬂflﬂmﬂTW
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(n = 400)
YoyaaIuynna UMY Jouaz

LW

¥ 170 42.50

NN 230 57.50
01y

sanmTemit 207 13 3.25

21-30 1) 51 12.75

31-40 1) 224 56.00

41-50%) 47 11.75

WMANMIEINY 51 Y 65 16.25
ADIUNN

e 162 40.50

quse 146 36.50

Wi 73 18.25

61319/ neniueg 19 475
FLAUMIANEN

SnSanes 138 34.50

Ysanes 245 61.25

ganImlIyanad 17 4.25
s101dmae

SN mTewim 15,0000/ ie 33 8.25

15,001-25,000 U9/ 10U 236 59.00

25,001-35,000 119/ A0U 85 21.25

11nAT 35,001 1 Al o 46 11.50
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A1519N 1 (99)

(n = 400)
YoyaaIuynna UMY Jouaz
91BN

NUAUBAYY 19 4.75
[INVEAIUAD 113 28.25
515/ S3IAMN 197 49.25
wothu/ usithu 37 9.25
INHATNT 34 8.50

SIotV 400 100.00
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= 1 9 A & 9 v A a I v @ A o
1YW WU @ﬁEJ‘IJLL’IJ‘]Jﬁ@‘]Jﬂ']iJ‘VlL‘l]Hﬂﬂﬁ']‘]fﬂWﬁ/ 901U N Wuouausn I3 mIu
a 3 9 a 1 v Ao a I 9
197 AU At uTosaL 49.25 5990911 FINVIAIUAT UITUIU 113 AU Aauseeay 28.25

v 1 o a I o w
Worw/ uithu $1uu 37 au Aaludosas 9.25 audieu

Y A \

v d' a d U cid Y Aa v J
aIUN 2 MITUATIZHNITIUID émmam{lﬂmmﬁﬂswwummnquamvhﬂ

Y

= U d' Y [ v A % % =
NZULULAS VAT NIINIUNVANHID M INBALI

[ 1

A aldld Y a 1 1 = 7
#1379 2 mss‘ugmmanwﬂwmmsﬂswwummﬂqwuvhﬂmmﬂuuazum

till o L= 2 u/ ~
NNNMITUNBAANU WHIAYALYT

(n = 400)
AUMMNMIUIMINIVS039 X SD LA OUA

kY I a
1. duanuilugdsssuveamsusms 2.76 0.39 110 2
2. MuanuuuyenslumsuInmg 2.73 0.48 10 3
3. MUMIADUAUDIADRTUVTNS 2.85 0.41 11N 1

Y v o Y o
4. nums iy lonnagusy 2.65 0.48 310 4
UIMSI

9 <3 <3 9o a Y
5. aanuruenmulagiuusms 2.39 0.55 1108 5

57U 2.67 0.33 110

a 1

1INM1319N 2 WU Mssugsentiaems 1dusmsiszmauvesnguau
dhonziliounaziins NMsdunedany 39rdasayd Tunmmsawegluszaunn (X =2.67)
WENTUITIOA U WUNATUMIAOUAUBIABASUDTMT agluszanun (X =2.85) 509891
Ay 5 a ' @ = Y oA A
Ap AuanuiuglsssuveImsuims agluseauun (X =2.76) uag MuANUUFN0

Tumsusms egluszaumn X=2.73)
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A a Ao Y a v < Aa
ATNINN 3 ﬂﬂ\lﬂTW‘Uiﬂ']'i‘VIﬁUgﬂﬁﬂﬂWHﬂ??NlﬂugﬂﬁiiJJ‘U’ENﬂTﬂJ‘iﬂ'lﬁ

(n=400)
320UM35D3039
v ‘ﬂ 1] v v )_( 1] YY)
amuanmiugisssuves 10 N You o sD  wlannu  duAY
MIVINS figa iga
1. S wmihadsuiieans 91 244 65 000 307 062 1N 1
Fmsulszmsunnsy (22.75)  (61.00)  (1625)  (0.00)
UIMS
2. imsdvamsougilnsal 23 287 90 0.00 283 0.50 N 2
159950 150914 1he (5.75)  (71.75)  (22.50)  (0.00)
UsemnduiusTunoums
VM3 oS 18R
azadnunlsn U
MENG
Y A9q Y a ~ v
3. g luims tanwg 4 221 175 000 257 051 Rl 4
anuansalums (1.00)  (5525) (43.75)  (0.00)
1HUSMI wumsaeuve
o A Y o o
aade vsams liawuziin
4. umsdaaounliusms 32 178 190 0.00 261 0.63 10 3

fazowm aenuiusadeoy  (8.00)  (44.50)  (47.50)  (0.00)

oy
1389U3I0Y

T 276 039 un

'
a AAa

1NN 3 WNMITITINTAems iU msUszmsuvesnguaihenzibou
uaziing ANMIsunedaiin Janiaralys lunmswedluszauun (X=2.76) olaran
18811 WU D mihaisuuiisawed msudszanauininsuusms egluseauin X =
A A o = ¢ A A A Y v o’z
3.07) 5090911 Avlimsdaniongnsainieaiie 5041y thedsemnduiusdunoums
UIM3 s eaNudzaInunlszmruegiuions ogluszauuin (X =2.83) 1ay

=\ o Aq ¥ A A I =\ ~ Y 1 @ =
Nﬂ1iﬂﬂﬁﬂ1uﬂ1ﬂﬂiﬂ13ﬂﬁ$81ﬂ ﬁ’)ﬂﬂmﬂui%mﬂﬂliﬂ‘Uiﬂ&l ’E)gcluigﬂ‘]ﬁﬂﬂ (X=2.61)
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(n=400)
52AUM35D3039

Sumnmnivdedelums  ann 0 Yow Wew X sp  wlannw  Susy

I3 ﬁqﬂ ﬁqﬂ
5. UMIIANTBUBNENT 35 228 137 000 275 0.60 N 2
uamuuﬁmﬁ@iwqﬁm% (8.75)  (57.00) (34.25) (0.00)
gsuusms Tildinailym
ejamﬂslwﬁyumaunﬁ%"u
UIM3
6. i lianud Ry 18 201 181 000 259 0.57 1N 5
TdusuuTmMseduaue  (4.50)  (50.25)  (45.25)  (0.00)
MA
7. M3lfianuueg 63 245 92 000 293 0.6l N 1
Wil Badengaziflon  (1575)  (6125)  (23.00)  (0.00)
HotisAu amngrinoilu
GRGLY
8. Wwithitensn 47 189 164 000 271 066 3N 3
TusmsIdamnai (11.75)  (4725) (41.00)  (0.00)
fvuall
9. }withitensa 45 186 169 000 269 066 1N 4
uﬁ’ﬂaﬂmuﬁmﬁmfumu (11.25) (46.50) (42.25)  (0.00)
oI UNisuazling
unlszwuldodngndos

3 273 048 N

d' 1 [ d’d
INAITNN 4 NUNMITVFIIIND
1aziay NS UNBAANY 39K IAYALT

] 1 a wa Y 9
FYATU WU miﬂgummmmmwm

a

~

Q

ADN1I

A K
N an

=

2ONY3

~ Y o o [
SHUYUVDUIAD @]”INﬂ;]W?JVJL‘].]H

9

Tnusmsdsemnvuvesnguaudhonzifiou

Tunmswedluszauun (X=2.73) oaran

[

GRGLY

v Y] = % a a1 ) o
ag”luim‘umﬂ (X=2.93) 9999311 ﬁ’t’)ﬁﬂﬁi]ﬂL@?EJ?JL@ﬂfT”IﬁLLﬁ&L‘]J']JWNW@N ) A1HITU

9 —
gsuusms lildRedlymdeennluduaeumssuusms egluszdumn (X =2.75) uaz

dmihimwnsalduTms ldawnaidmua’ld egluszauun X =2.71)
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M3 5 AUAMUTMINTVITId UM IR UAUEIRORTUUTMS

(n=400)
52AUMI5V3039
Y \J Y Y X YY)
MUMITADVAUDIAD N 3N You Yoy sD  wlaanu  duAY
A3UU3IMs figa figa
10. Junsuusms 1asu 16 328 56 0.00 290 041 1N 2
MTUTAMTANY (4.00) (82.00) (14.00) (0.00)
Jagilszassuesmainly
YIS
Y Y Aq
11. ®9wmvhd s 35 322 43 0.00 298 0.44 1N 1
V5MIFIANUITIAG Y (8.75)  (80.50) (10.75)  (0.00)
91 nazgndes
12. mthnsiany 58 170 172 000 272 0.70 10 4
AszfosesuNazIiUSMI  (14.50)  (42.50)  (43.00)  (0.00)
13. MSUAAIAI0E19NT 45 233 122 0.00 281 0.6l 10 3

Suusms upazduaneuld (1125 (5825)  (30.50)  (0.00)
ARENFAIIY azaInly

MIATUVTNI

33U 2.85 0.41 un

a l

A U v Y Aa Y Aa U ] ~
NNITNN 5 W‘U’Nﬂ”lﬁi‘llgﬁ]ﬁﬁ’ﬂll@f’JﬂTﬁl‘l‘Vi‘Uﬁﬂ”lﬁ‘]JSgsﬁTGﬁuﬂJ@QﬂQNQTHVITﬂVIgLUﬂu

=~

uazting ANMIsunedaiy Jariaray lunmwswedluszauun (X = 2.85) ola1an
Y vy Y Aq 9 a Y 3 o Y 1 o —
8011 WuN Dmihi Timsusmsareanusng 90 nazgndes egluszaumn X =
A g Y a Yo a [ J 9y A L]
2.98) 50498911 ABAINFVUTMI TAsuMsusMsmingilszasaveansunldusos eglu
= 1 1 a 1 o’j 1 [
szauLn (X = 2.90) uaz IMsuanidieeumssuims uaaziuaonligediadanu dzain

Tumsidhsuuims egluszautios (X =2.81)



08.E9110€E}

—
—
oo}
c
c
-
—
=g
[0)
»
-
»
o
0
w0
w
o
=
=
o
-
3
Q.
[0)
o]
(0]
3
Q.
(0]
o]
=
9}
A
o
Q.
<
~
a]
(0]
Q
<
o
©
o
w
N
o
o
N
o
o
-
N
w
N
~
[}
(0]
Q
ISy
w

49

~ a Ao Y a 9 Y o 19 o a
ATNN 6 ﬂﬂ‘lﬂWW‘Uiﬂﬁ‘VIﬁU?}ﬂﬁ\‘lﬂTL!fﬂﬁGl‘l”iﬂ’ﬂﬁJiJuGl%LLﬂlﬂiﬂﬁ‘U‘Uﬁﬂ']'i

(n=400)
32AUMI5V3039
aunslianudivloundin - anp ann des es X sD mlannw  dudu
Suu3ms iga Nga
14. imsudaves Insdwig 35 227 138 000 274 060 1N 1
NIuHareUNaINID ARde  (8.75) (56.75)  (34.50)  (0.00)
deunwdeyanasde nso
y A Y =
udusesouseu dym
' Y
a1 9 Idmaoanan
15. imsudavoyaniduiluil - 35 180 185 000 263 064 W 3
Yszmrudosu] od1wmide  (8.75) (45000  (46.25)  (0.00)
U Tupeums RIS
RI1ASITUHINAN 9 ‘a9
16. myiianuves 32 192 176 000  2.64 0.62 N 2
Wmihi Gadengsnfoy  (8.00) (48.00)  (44.00)  (0.00)
Y o v [
PorisAy mungrinaiu
GRGE
17. dmihatianuannsa 13 220 167 000 262 0.5 N 4

Tumsldinsesiio ginsal (325 (55.00) (41.75)  (0.00)
uazma Iulas Muadely

NSV

T 2.65 0.48 un

]
a aAa

1115199 6 nuNMsTu3sentiaems lduimsdszmyuvesnquauhenzidion

~

uazing ANMIsunedaiu Janiarays lunmsmedluszauun (X =2.65) ola1an

Q

4 o

9 oA 9 4 Y] 9)4‘ a A a 1 Y A o
11U WUN MﬂWiLLﬂQLU’OiITﬁﬂWﬂ?jV]S‘UNﬂ%’t’)ll‘l/]ﬁ’”lll"liﬂ ANADHIUNINVDYANTITNY

30 udusesdeuiou fywiae q Tdnaoanar egluszauin (X =2.74) 509031 Ao

[ 1

A va £y Y AR A = Y o o < ) v
ﬂ1§ﬂ§]um1ummﬁ]mum gAneNHITIVIVVDUNADY Gl’lllﬂaﬂll']fllﬂ‘l.lﬁ']ﬂﬂ] aﬂﬁluizﬂ‘unm

g U

Qe

— Ao { o [ o [ Aa
(X = 2.64) waz Iimsudetoyansuiluniszmrudosivug 0619n209 15U Tuaoums1duims

onTMsITuHoua1e 9 404 agluszaudos (X =2.63)
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(n=400)
32AUMI5V3039
muanuriventinle 1N 0N Yoy  1iow X Sp  uilaanu  duAY
ASuuIMs figa fiqn
18. ¥wthit enlald 13 245 142 000 268 053 1N 1
doiile Suudu usula (325) (6125 (35.50)  (0.00)
Tuvafilfusms
19. Bmrhii Tres e 13 220 167 0.00 262 0.5 N 2
ANNEAZAIN 0819570152 (3.25) (55.00) (41.75) (0.00)
uazdule
20. 3mthiildusms 18 0.00 191 209 0.00 248 0.50 N 5
ATINUANUADINTVDS 0.00) (47.75)  (52.25)  (0.00)
szanau
21, B mthiildusmsie 16 190 194 000 256 0.57 N 4
padselomivestsznsy  (4.00) (47.50)  (48.50)  (0.00)
Husesdiayiaa
22, 13 mthil seusudn 16 196 188 0.00 257 0.57 N 3
frtasy nFeusuMAMT  (4.00) (49.00)  (47.00)  (0.00)
Tsudgaudly daevhitd
fiule
59U 239 0.5 oy
911NA159R 7 wu:imﬁ%’ui’ﬁqﬁﬁdamﬂﬁ’ﬁmiﬂswwummﬂ’cjmméhﬂmﬁﬂu

Y

uaztins NNMsdunedaiu Sendaralys Tunmsuegluszauries (X =2.39) oNasan

H 2 9 Y H
518811 wu S mihi e laldweile dundy uanla luvaznlduims egluszauun

— { o 1 <3 3 1 Y]
(X = 2.68) 3990911 ABIIIHUTNN FIYSIUIBANNALAIN BEITIASY uazmnclﬁ]agsluimumﬂ

(X=2.62) 1oz Wt veusumdmiayy nieusuddmi lUdsulgud lv dremin

wuls agluszautes (X =2.57)
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