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Service Quality Affecting the Image of a Government Agency in Kamphaeng Phet Province
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ABSTRACT

This research aimed to study the service quality that influences the image of a
government agency in Kamphaeng Phet Province. Data were collected from a sample of 400
respondents. Content validity and reliability were tested using Cronbach's alpha with a pilot
sample of 30 respondents, yielding a confidence level of 0.990. The statistical methods used
for data analysis included descriptive statistics (frequency, percentage, mean, and standard
deviation) and inferential statistics (T-test, One-Way ANOVA, and Multiple Regression
Analysis)The findings revealed that1. The service quality was rated at a very high level, with
a mean score of 4.80 2.The image of the government agency in Kamphaeng Phet Province
was rated at a very high level, with a mean score of 4.80 3. Respondents with different
genders, ages, education levels, occupations/types of service users, and statuses perceived
the agency's image differently. For example, males tended to view the agency as more formal
and capable in service delivery compared to females. Older service users (aged 46-60) tended
to evaluate the agency's image more positively than younger groups, while those aged 31-45
often had higher expectations and emphasized modern, efficient services. Regarding
education, respondents with lower educational levels (below high school or vocational
certificate) had lower expectations and more positive perceptions of basic services. In contrast,
those with higher education levels were more likely to notice service limitations or complexities.
It was also found that the general public and pensioners rated the agency's image more
positively than government officials, state enterprise employees, or business partners, possibly
because individuals not directly involved in the agency's operations were more likely to assess
its image positively. Meanwhile, differences in monthly income did not significantly affect
perceptions of the agency's overall image. 4.Service quality influenced the image of the
government agency in Kamphaeng Phet Province across all five aspects: tangibility, reliability,
responsiveness, assurance, and empathy. High-quality services foster positive perceptions
through users' experiences, creating impressions of satisfaction, confidence, trust, and

reliability, which in turn contribute to building a positive organizational image in the long term.
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