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The purposes of this research are: 1) To study per-service expectations of customers
towards the quality of registration and identity card service at Sriracha Administration Office; 2)
To understand accurate post-service perceptions of customers towards the quality of registration
and identity card service 3) To evaluate the quality of registration and identity card service
and following the SERVQUAL model. There was a total of 380 participants in this research and
the information was gathered and collected through questionnaires. Statistical methods, including
frequency, percentage, mean and standard deviation, are applied in this research for data analysis.
The study results have found that:1) Pre-service expectations of customers towards the quality of
registration and identity card service was relatively high. Putting several contributing factors into
consideration, it appeared that physical appearances is the most significant factor, followed by the
response to customers’ needs, customer care and service reliability respectively. 2) Post-service
perceptions of customers towards the quality of registration and identity card service was
considerably high. Putting contributing factors into consideration, it was noticed that service
confidence was the most important factor, followed by the response to customers’ needs, physical
appearances and customer care, respectively. 3) Service quality of the registration and identity
card service was evaluated as excellent. Considering each individual factor, it was found that the
service quality of all relevant aspects was excellent where service reliability ranked the first,

followed by service confidence, customer care and physical appearances respectively.
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M31AAIUIUTEINTUAZTIUIUNGNAIDEIIVDA Krejcie and Morgan (1970)

NI NUIUNGN NI UIUNGN NI NUIUNGHN
szmns LRLTAN Uszrns fMoeng Uszrng Moeng

10 10 220 140 1200 291

15 14 230 144 1300 297

20 19 240 148 1400 302

= 25 24 250 152 1500 306
g_ 30 28 260 155 1600 310
”E 35 32 270 159 1700 313
% 40 36 280 162 1800 317
£ 45 40 290 165 1900 320
g. 50 44 300 169 2000 322
§ 55 48 320 175 2200 327
% 60 52 340 181 2400 331
; 65 56 360 186 2600 335
% 70 59 380 191 2800 338
% 75 63 400 196 3000 341
; 80 66 420 201 3500 346
E‘ 85 70 440 205 4000 351
;‘ 90 73 460 210 4500 354
§ 95 76 480 214 5000 357
£ 100 80 500 217 6000 361
g 110 86 550 226 7000 364
é 120 92 600 234 8000 367
% 130 97 650 242 9000 368
% 140 103 700 248 10000 370
8 150 108 750 254 15000 375
é 160 113 800 260 20000 377
N 170 118 850 265 30000 379
180 123 900 269 40000 380

190 127 950 274 50000 381

200 132 1000 278 75000 382

210 136 1100 285 100000 384
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] 1 F4
AMINAANUIFONY (Reliability) HUVADUDINNNYA Scale : All variables

Case processing summary

86

N %
Valid 30 100.0

Cases Excluded’ 0
Total 30 100.0

Reliability statistics

a. Listwise deletion based on all variables in the procedure.

Cronbach's alpha

N of items

986

44

Item-total statistics

Scale mean if item

Scale variance if

Corrected item-

Cronbach's alpha

deleted item deleted total correlation if item deleted
YiFedienou 1 253.13 1397.016 826 986
VuFedends 1 253.50 1381.569 847 986
VuFedends 2 253.23 1422.461 713 986
VuFedends 3 253.00 1430.276 588 986
VuFedends 4 253.07 1410.133 817 986
VuFedends s 253.13 1406.809 775 986
fulaneou 1 25327 1414.685 753 986
fulavda 1 253.50 1400.190 792 986
sfulanda 2 253.27 1419.306 688 986
ulonda 3 253.13 1399.775 815 986
ulonda 4 253.10 1400.024 825 986
1 1alanew 1 253.07 1419.857 708 986
wrlalawnas 1 253.43 1394.737 766 986
w1l lanas 2 25327 1393.720 806 986
w1lalanas 3 253.37 1404.447 807 986
w1lalanas 4 253.20 1403.545 817 986
wilalanas s 252.90 1408.369 795 986
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A1319MANUTONY (Reliability) HUUFBUDIUMINANNAIAK I

Case processing summary

&7

N %
Valid 30 100.0
Cases Excluded" 0 .0
Total 30 100.0
a. Listwise deletion based on all variables in the procedure.
Reliability statistics
Cronbach's alpha N of items
982 22
Item-total statistics
Scale mean if item Scale variance if Corrected item- Cronbach's alpha
deleted item deleted total correlation if item deleted
ViFedenou 1 120.57 433.978 804 982
VuFedenou 2 120.63 445.068 715 982
ViFedenou 3 120.57 448.806 731 982
VuFedenou 4 120.57 438.806 908 981
VuFeienou 5 120.73 431.857 855 981
suleneu 1 120.50 447.017 852 981
fulaneou 2 120.70 444217 865 981
fulaneu 3 120.90 429.748 904 981
iulenen 4 120.73 439.720 856 981
w1 laldneu 1 120.57 447.495 788 981
o1 1vlanew 2 120.87 426.533 947 980
o11aldnou 3 120.83 434.626 868 981
1l lanou 4 120.83 427523 929 980
1laldnou s 120.67 434.506 866 981
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A1319AMANUTONY (Reliability) LUVFOUDINAWMTTL

Case processing summary

Y

a

JIN

U

88

N %
Valid 30 100.0

Cases Excluded’ 0 .0
Total 30 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability statistics

Cronbach's alpha

N of items

979

22

Item-total statistics

Scale mean if item

Scale variance if

Corrected item-

Cronbach's alpha

deleted item deleted total correlation if item deleted
YuFedends 1 126.73 318.409 877 978
VuFeiends 2 126.83 333.385 691 979
VuFedends 3 126.60 333214 691 979
VuFedends 4 126.67 325.954 842 978
VuFedends s 126.73 326.271 744 979
ulanda 1 126.73 335.030 780 979
siulanda 2 126.87 328.326 771 979
iulowda s 126.73 319.651 870 978
siulovds 4 126.70 320.562 860 978
o1 lalanas 1 126.67 329.816 757 979
110 lanas 2 126.87 315.016 896 978
0110 lavas 3 126.97 324.723 788 979
1l lavag 4 126.80 319.890 918 977
1l lanas s 126.50 323.431 865 978
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