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Independent Study title: The Expectations and Perceptions of Service Recipients Toward
Service Quality of Nakhonpathom Juvenile and Family Court
Author: Mrs. Narutorn Aiuyong; ID: 2573000086; Degree: Master of Business Administration;

Independent Study advisors: Dr. Suree Kemthong, Assistant Professor, Academic year: 2015

Abstract

The purposes of this study were: (1) to examine levels of service recipients’ expectation
toward service quality of Nakhonpathom Juvenile and Family Court; (2) to determine levels of
service recipients’ perception toward service quality of Nakhonpathom Juvenile and Family Court;
and (3) to analyze the differences in levels of service recipients’ expectation and perception toward
Nakhonpathom Juvenile and Family Court service quality.

This study was conducted by means of a survey research. The amount of population
used in this study was 573 service recipients of Nakhonpathom Juvenile and Family Court. The
sample size was 236, calculating by using Taro Yamane calculation and purposive sampling
method. Statistical tools including frequency, percentage, mean, standard deviation and Paired
Sample were_used as a method of data analysis.

The results of this study were as follows: (1) overall, levels of service recipients’
expectation toward the service quality of Nakhonpathom Juvenile and Family Court were at the
high level. When considering by each of service quality aspects, it was found that the aspects of
assurance was the most important, followed by the aspect of reliability respectively; (2) overall,
levels of service recipients’ perception toward the service quality of Nakhonpathom Juvenile and
Family Court was at the highest level. When considering by each of service quality aspects, it was
found that the empathy was the most important, followed by the aspects of assurance respectively;
and (3) the analysis result showed that levels of service recipients’ perception were higher than

expectations in all aspects at the level of 0.01.

Keywords: Expectation, Perception, Service Quality, Juvenile and Family Court
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