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Abstract

This descriptive research aimed: (1) to examine the levels of expectations
and perceptions of service quality; (2) to compare the average scores of the expectations
and perceptions; and (3) to propose guidelines for developing service quality, all in the
Elderly Development Center of Nonthaburi City Municipality.

The study was conducted in a sample 270 members selected from 1,816
members of the Elderly Development Center in 2015, using the quota sampling method.
Research instrument was a questionnaire reviewed and suggested for revision by experts;
and its Cronbach’s alpha coefficient was 0.939 (more than 0.4 for each item). The
questionnaire comprised three parts: (1) personal data; (2) expectations and perceptions
of clients about service quality, based on the SERVQUAL model, consisting of reliability,
assurance, tangibles, empathy and responsiveness; and (3) open-ended questions about
opinions and recommendations. Collected data were analyzed by using descriptive
statistics and paired t-test.

The findings illustrated that: (1) client expectations and perceptions about
service quality were at a high level; (2) client satisfaction with service quality was also
at a high level — perceptions being higher than expectations; and (3) the participants
recommended that there should be measures for controlling the members to follow the
rules and the walkways to the center should have a cover.

Keywords: Expectation, perception, Service quality, Elderly development center
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