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ABSTRACT

This research aimed to investicate level of service quality, factors affecting service
quality, relationship between government agencies and service quality, and factors affecting level
of service quality. Moreover, this paper also built a forecasting model, analyzed elements of
indicators, and provided resolutions to improve service quality. The study was conducted using
mixed method as follows: (1) sampling survey research applying multi-stages sampling to select
630 samples from 6 government agencies in 7 districts in Mahasarakham province. The research
instrument was a rating scale questionnaire and the survey data were analyzed using by
frequency, percentage, mean, standard deviation, one way ANOVA, stepwise multiple regression
and confirmatory factor analysis. The assessment of contents validity of questionnaire undertaken
by a panel of 10 experts. As for reliability measurement of the service quality level, Cronbach’s
alpha coefficient was .945, and (2) focus group was held after survey research from 16 participants
and its data was analyzed utilizing content analysis.

The results found that the service quality of all government agencies was at high level.
It could be said that District Livestock Office had the highest service quality while District Public
Health Office had the lowest service quality. Each government agency had both advantages and
disadvantages as well as different problems to provide the service. The factors affected the
service quality at moderate to high level. Besides, the government agencies had the relationship
with the service quality, inspection of service system, strategies on service quality improvement,
and obstacles on service quality development. According to the forecasting model, there were
4 elements influencing the service quality: (1) culture of service, (2) inspection of service system,
(3) obstacles on service quality development, and (4) strategies on service quality improvement.
The analysis of elements also indicated that there were several indicators of service quality which
were concordant with empirical data including (1) communication, (2) credibility, (3) courtesy, and
(4) competence.

Regarding the focus group, it presented that the representatives of government
agencies acknowledged the disadvantages in their own sectors and prepared various resolutions
apart from current methods such as policy formulation, system arrangement of standard office,
procedure reduction, development of information system, database preparation, additional
budget support, development of service mind, and community leader training.

Key Words : level of service quality, factors affecting service quality
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