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ABSTRACT

The purposes of this research were 1) to compare the reliability levels of service
users of Nakhon Ratchasima Provincial Office categorized by the personal factors such as
gender, age, status, educational level, occupation, and average income, 2) to investigate
the Service Quality affecting the reliability of service users of Nakhon Ratchasima Provincial
Office. The population in this study were 385 service users who received services at
Nakhon Ratchasima Provincial Office. The sample size was calculated according to
Cochran’s technique (1969). The research tool used in the study was Questionnaire. The
statistics in this study were descriptive statistics which was used to describe frequency,
percentage, mean, and standard deviation, and inferential statistics such as One-Way
ANOVA was adopted to analyze group differences. Scheffé post hoc test and Multiple
Regression Analysis were also adopted for analysis when the differences were found. The
results of the study found that the majority of service users at Nakhon Ratchasima
Provincial Office were married women, age between 31- 40 who graduated bachelor’s
degree and work as government officers/state enterprise employees with average income
range between 10,000-20,000 baht. An analysis of perceptions of Service Quality at

Nakhon Ratchasima Provincial Office found that the overall of service users rated the



perceptions of Service Quality at the high level which the highest aspect was on reliability
of services. An analysis of the reliability levels of service users of Nakhon Ratchasima
Provincial Office revealed that the overall of service users of Nakhon Ratchasima Provincial
Office rated the reliability level at the high level which the highest score was on the
reliability of ownership. The results of the hypothesis indicated that the differences in
gender, age, status, educational level, and occupation showed no difference in reliability
level whereas the result taken from average income showed in the opposite side with a
significant statistical difference at 0.05. For the study of the Service Quality affecting
reliability of service users at Nakhon Ratchasima Provincial Office, it was found that there
were 4 aspects found from the study which were tangibility, responsiveness, reliability, and
care to the customers with a significant statistical difference at 0.05.

Keywords: Service Quality, reliability, Nakhon Ratchasima Provincial Office
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