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Abstract

This research aims to study the public service innovation factors in new
contexts and service quality affecting the satisfaction of service users in Phrae Local
Administrative Organizations. Data were collected from distributed questionnaires to
400 service users selecting through convenience sampling, and engaging statistical
methods, namely, percentage, mean, standard deviation as well as testing hypothesis
with Multiple Regression Analysis.

The research findings suggested the overall results of the public service
innovation factors in new contexts affecting the satisfaction of service users in Phrae
Local Administrative Organization showed the correlation coefficient at 77.70 (R® = .777).
The most affected factor was the information data service, followed by the service
environment and technological services, respectively, having shown statistical
significance at 0.05. As for the service quality affecting the satisfaction of service users
in Phrae Local Administrative Organization, the findings revealed overall results showed
the correlation coefficient at 86.40 (R? = .864), having the most affected item of service
quality was the assurance in the service provider, followed by service responsiveness,
empathy, tangibles and the service reliability, respectively, with the statistical
significance at 0.05. The public service innovation factors in the new context as related
to information data should focus most on the service readiness, followed by service
accessibility, fast and accurate services, respectively. As for the service quality, the
most focused item was on the service accuracy, followed by service readiness, service
accessibility, and fast services.

Keywords: Public Service Innovation, Service Quality, Satisfaction
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