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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.
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