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KEY WORDS: SERVICE

WATTANA SATIEN: QUALITY OF SERVICES AFFECTINGTHE IMAGE OF
PHANATNIKHOM WATERWORKS, CHONBURI PROVINCE

ADVISOR: YODYING TANATAWEE, PHD., 80 P. 2016

The objectives of the research were to study the influence of personal factors and service
quality on the image of Phanatnikhom Provincial Waterworks. The study was a survey research and
the instrument was 1-5 rating-scale questionnaires. The data were collected from 400 people who
were in the group of the population using the service of Phanatnikhom Provincial Waterworks. Then,
the data were analyzed by using percentage, frequency, average and standard deviation. The statistics
used for hypotheses testing consisted of One-way ANOVA and Multiple Regression Analysis.

The findings revealed that the majority consisted of male respondents aged 26-30 years.
They were private company employees and were residential water users. Their income was 10,000-
20,000 baht and the water bill was less than 200 baht. The service users perceived both overall service
quality and each aspect of the quality at the high level. Both overall image and each aspect of the
image of Phanatnikhom Provincial Waterworks were perceived at the high level. From hypotheses
testing, the findings were as follows: (1) respondents with different personal factors had difference in
the perception of the image of Phanatnikhom Provincial Waterworks at the significance level of 0.05;
(2) both service quality and image of Phanatnikhom Provincial Waterworks were generally correlated.
Most service users thought that the change in “the image of Phanatnikhom Provincial Waterworks”
depended on the service quality. Trust, reliability and care were correlated withthe image of
Phanatnikhom Provincial Waterworks at the significance level of 0.05. However, tangibility and
responsiveness were not correlated withthe image of Phanatnikhom Provincial Waterworks in

Chonburi
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