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SONGSAK SUWANNASRI : SERVICE QUALITY EXPECTATION
TOWARD THE OFFICE OF INDUSTRY, NAKHONRATCHASIMA
PROVINCE. ADVISOR : ASSOC. PROF. KWUNKAMOL DONKWA,
Ph.D.

The objectives of this study, service quality expectation toward the Office of
Industry, Nakhon Ratchasima Province, were : 1) to analyze the level of expectation
of industrial factories in Nakhon Ratchasima toward the service quality provided by
the Office of Industry, Nakhon Ratchasima Province; and 2) to analyze guidelines for
improving service quality of the Office of Industry, Nakhon Ratchasima Province
given to industrial factories in Nakhon Ratchasima. The target samples of this
quantitative study included 350 entrepreneurs of industrial factories in Nakhon
Ratchasima, sampled by using probability sampling method based on the cluster

random sampling. Data were analyzed for descriptive statistics such as mean (X),

standard deviation (S.D.), and content analysis.

The results showed that entrepreneurs of industrial factories had ‘high’ level
of service quality expectation, with the mean score of 4.01. The highest expectation
was on responses to the customers, which had the mean score of 4.10, followed by
reliability, tangible, empathy, and assurance, with the mean scores of 4.07, 4.04, 3.95,
and 3.91 respectively. Findings of this study suggested that,high-level administrators
should monitor policies, plans, and projects to achieve the level of perception of
quality in accordance with the level of expectation of industrial factories under the
supervision of the Office of Industry, Nakhon Ratchasima, through mechanisms
which drive the research into practice. There should also be a re-evaluation to

improve the quality of service.
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