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Thesis title : The Development Guidline to Service Qualities : A Case Study of

the Marine Office Ayutthaya Branch Marine Department
Researcher: Mr.Tapakorn Boonkert; Degree: Master of Public Administration;
Thesis advisors : (1) Dr. Saneh Chuyto, Associate Professor; (2) Dr. Chinnarat
Somsueb, Associate Professor; Academic year : 2007

ABSTRACT

The objectives of this research were to (1) assess the level of service
quality components and the satisfaction on service quality of the Marine Office,
Ayutthaya Branch; (2) compare the levels of service quality components and the
levels of satisfaction on service quality of service recipients classified by personal
factors; (3) study the problems and obstacles of service of quality improvement of the
service provision of the Marine Office, Ayutthaya Branch.;(4)Recommend the Marine
Office, Ayutthaya Branch.

This study was a survey research. The research sample consisted of 28
service recipients of the Marine Office, Ayutthaya Branch. The employed research
instrument was a three-part questionnaire developed by the researcher. 2ts content
validity was verified by three experts, and its reliability coefficient was .96. Statistics
for data analysis were frequency, percentage, mean, standard deviation, t-test, one-
way analysis of variance, and LSD method for multiple comparison. A computer
program was employed for data processing and analysis.

Research findings were as follows: (1) All three service components of the
Marine Office, Ayutthaya Branch were rated at the high level, and the satisfaction
rating means for the quality levels of all 10 service aspects of the Marine Office,
Ayutthaya Branch were at the high level. (2) Service recipients with different genders
did not significantly differ in their levels of satisfaction with service quality; while
those with different ages, educational levels, marital statuses, and incomes differed
significantly at the .05 level in their levels of satisfaction with service quality and
service quality components. (3) Problems and obstacles of service provision of the
Marine Office, Ayutthaya Branch were as follows : on provided services, there were
equipment problems, especially those of the computers; on facilities, the problem was
the insufficiency of toilet rooms; on communications and public relations, the
problem was the lack of public relations officer; and on the impact on service
recipients, the problem was the service recipients having to wait for the officers
because the officers were out on area inspection. (4) Recommendations for service
quality improvement were as follows : the administrators should increase their roles in
internal administration including improvement of the office environment to be in a
better condition for service provision adequate materials and equipment; clear vision
of the agency should be determined; public relations on the services should be
upgraded with clear and easy to understand information bulletins; and the number of
service channels should be increased to be sufficient for service provision.

Keywords : Service quality development guidline, Marine Office Ayutthaya Branch
Marine Department
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MAFNUIN A

RELIABILITY ANALYSIS - SCALE (ALPH A)ltem-total Statistics

Scale cale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
ey 161.8667 606.1195 7455 9689
frual 162.4667 600.9471 6979 9690
ICTRIREY 162.2000 609.4069 4650 9699
Ao 162.1000 608.0241 5047 9698
theven 162.1333 614.4644 3541 9704
F3u 162.3333 610.0230 4620 9699
Idonia 162.3667 596.9989 6454 9692
ungruy 162.3333 599.2644 6502 9692
WINITIY 162.2667 603.8575 6178 9693
BN 162.0333 603.8954 6953 9690
AT 162.1000 596.1621 7715 9686
AN 161.9333 589.9264 7453 9687
Aun 161.9333 595.7885 .6983 9690
@inla 161.8000 598.9241 7135 9689
TTEANN 161.7000 606.5621 6512 9692
sous 161.8000 600.4414 7858 9687
doms 161.8667 609.6368 6404 9693
FuRus 161.9000 598.0241 7551 9687
NS 162.0000 602.1379 7255 9689
ZAIN 162.2333 599.1506 .6099 9694
NYIND 162.3667 602.7920 6751 9691
50R08 162.1333 603.2230 5187 9698

501y 161.9333 599.8575 6377 9692
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161.7333
161.8333
161.9000
162.2333
162.0667
161.9000
162.3000
162.1000
162.0667
162.1333
162.3667
162.0667
162.0000
162.1667
161.9667
162.3333
162.5667
161.8000

609.2368
601.0402
601.2655
603.2885
601.7885
599.0586
599.5966
591.1276
594.8230
595.9816
592.8609
599.2368
608.5517
601.7989
606.3092
608.2989
600.8747
610.5103

114

6217
7782
.6249
.5669
7266
7660
.6768
.8201
1872
7041
7048
7525
.6831
6731
.6426
5235
.6886
5578

9693
9687
.9693
9695
.9689
9687
.9690
9684
9686
.9689
9689
9687
9691
9691
.9692
9697
9690
.9695

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients

N of Cases =
Alpha= 9699

30.0

N of Items = 41
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