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The purposes of this research were (1) to study the level of service user expectations
and perceptions of service quality at the Office of Provincial Commercial Affairs, Amnat
Charoen; (2) to study demographic factors affecting expectations-and.perceptions regarding
service quality at the Office of Provincial Commercial Affairs;.Amnat Charoen, and (3) to
compare the level of expectations and perceptions’ of service quality at the Office of
Provincial Commercial Affairs, Amnat Charoen. Quantitative research methods were used
to collect data from the entire population-group comprised of the 212 members of the
Amnat Charoen Business Club network. The tesearch tool was a questionnaire with a
reliability of 0.91. Statistics used in_data analysis were frequency, percentage, mean,
standard deviation, inference statistics. to test the hypothesis, Independent Sample t-test,
One-way ANOVA and a Paired-Samples t-test at the statistical significance level of 0.05.

The results of the study~demonstrated that overall, customer expectations were at a
high level (u =3.77, 0=0.29). In general, the users have considered their demands as the
top priority, while: practical aspects of services ranked lowest in the list. (2) Perceptions
about the level of service quality at the Office of Provincial Commercial Affairs, Amnat
Charoen was at the highest level (u=4.56, 0=0.24). In general, users have considered the
reliability. of services and the response to their demands as their top priority, followed by
the. trustworthiness and practical aspects of services which ranked lowest in the Llist.
(3)Different demographic factors such as occupation and average monthly income
influenced differing expectations concerning service quality at the Office of Provincial
Commercial Affairs, Amnat Charoen. (4) Different demographic factors such as occupation
and average monthly income, along with service utilization, can lead to varying perceptions
regarding service quality at the Office of Provincial Commercial Affairs, Amnat Charoen.
(5) The mean between expectations of service quality and perceptions of service quality at
the Office of Provincial Commercial Affairs, Amnat Charoen was significantly different at a
0.01 level. In all aspects, perceptions were found to be higher than expectations regarding

service quality at the Office of Provincial Commercial Affairs, Amnat Charoen.





