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EXPECTATIONS AND SATISFACTION WITH THE SERVICE QUALITY OF THOSE WHO RECEIVE
SERVICES FROM THE LOCAL REGISTRY OFFICE PHRA PRADAENG CITY MUNICIPALITY
TALAT SUBDISTRICT PHRA PRADAENG DISTRICT SAMUTPRAKAN PROVINCE
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Abstract

The goal of this study was to find out what people expected and how satisfied they were with
the service quality. from the local registration office in Phra Pradaeng Municipality, Talat Sub-district,
Phra Pradaeng District, Province of Samut Prakan People who came to use the service at the Phra
Pradaeng Municipality Local Registration Office between November-December 2021 were the target

group, with a sample size of 385 people collected through random sampling. A questionnaire was used
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to collect data. It's a five-point rating scale. Frequency, percentage, mean, and standard deviation are
statistical values used in data analysis.

The majority of the respondents were female, according to the findings. Their age range is 30
to 39 years old, and they have a bachelor's degree. Phra Pradaeng Municipality is occupied with the
expectation and satisfaction of the local registration office's service quality. Overall, it was discovered
that the level of anticipation was higher than the degree of satisfaction, indicating that the service
recipient's expectations are extremely high. When analyzing each component, it was discovered that
the service quality of staff has the highest expectations, with an average of 4.56 Service processes and
facilities came in second with an average of 4.63, followed by location and facilities at the same level
of expectation with an average of 4.53 At the same time, the satisfaction of the service recipients was
at a moderate level. with an average of 3.48 The service quality of the personnel was the highest
satisfaction. with an average of 3.58, followed by location and amenities. with an average of 3.47 and

the service process with an average of 3.42, respectively.

Keywords: EXPECTATION, SATISFACTION, QUALITY, SERVICES
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