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Abstract

The objectives of this study were 1) to study the level of expectations and
perceptions on service quality of members toward the services of Lopburi Teacher
Saving and Credit Cooperatives Limited; 2) to compare the members' expectations
and perceptions of service quality toward the services of Lopburi Teachers Saving
Cooperatives Limited; 3) to compare of members' expectations of service quality
toward the services of Lopburi Teachers Saving Cooperatives Limited, classified by
personal factors; and 4) to comparison of members' perceptions of service quality
toward the services of Lopburi Teachers Saving Cooperatives Limited, classified by
personal factors.

The population of this survey research was 9,744 members of Lopburi
Teacher Saving and Credit Cooperatives Limited. The sample size was 385 members,
determined by using Taro Yamane’s formula, using multi-stage random sampling.
A constructed questionnaire was used for data collection. The statistics employed for
data analysis were frequency, percentage, mean, standard deviation, t-test, One-Way
ANOVA and Least Significant Difference.

The results of this study showed that 1) the level of the expectations of the
cooperative service quality was at a high level, and the perceptions of the Cooperative
service quality was at the highest level; 2) the overall service quality of Lopburi
Teacher Saving and Credit Cooperatives Limited on the aspect of tangibility,
responsiveness, assurance and empathy were at very good level, while the perceptions
of service quality on the aspect of reliability was at a good level; 3) the members with
different genders, ages, monthly incomes and education levels had no difference in
the expectations on service quality, while the members with different position levels
had different levels of the expectations on service quality with a statistical
significance at 0.05; and 4) the members with different ages, monthly incomes and
education levels had no difference in the perceptions on service quality, while the
member with different genders and position levels had different levels of the
perceptions on the service quality with a statistical significance at 0.05 level.

Keywords: Expectations, Perceptions, Service Quality, Lopburi Teacher Saving and
Credit Cooperatives Limite
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