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BUAKAEW THAWORNBURANASUP: QUALITY OF SERVICE PROVIDED BY
CHACHOENGSAO PROVINCIAL OFFICE OF BUSSINESS DEVELOPMENT. ADVISOR:

TIENKAEW LIEMSUWAN, Ph.D. 98 P. 2016.

The purpose of this study was twofold. First, it aimed at examining a level of customer
perceived service quality offered by Chachoengsao Provincial Office of Business Development. Also,
this study attempted to investigate a level of expected service quality offered by Chachoengsao
Provincial Office of Business Development. The subjects participating in this study were 200 people
using service at Chachoengsao Provincial Office of Commerce. The size of subjects was calculated by
power analysis for t-pair statistics. The instrument used to collect the data was a questionnaire. Also,
the descriptive statistical tests were used. To test the research hypotheses, dependent sample t-test was
administered.

The results of this study revealed that the level of service perception was found at the highest
level. Specifically, the aspect of service quality in relation to service assurance was rated at a higher
level than other aspects. Also, the subjects rated their level of service expectation offered by
Chachoengsao Provincial Office of Business Development at the highest level. The aspect of
expectation relating to service assurance was also rated the highest. Moreover, based on the results
from the comparisons, it was shown that there was a statistically significant difference between the level
of service perception and expectation at a significant level of 0.05. The level of perceived service quality
was found higher than the expected service quality. In other words, it was shown that quality of service
provided by Chachoengsao Provincial Office of Business Development was at a high level. There were
statistically significant differences between all perception components and those of expectations at a
significant level of 0.05. Expect for the component relating to physical appearance, all perception
components were rated higher than those of expectations. Despite the fact that no difference was found
between the perception component relating to physical appearance and that of expectation, it could be

concluded that quality of service in relation to physical appearance remained at a high level.
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