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6508201 : Phimphan Prachumpuck
Independent Study Title . Satisfaction of Service Recipients with the Quality of Public

Services of the Nonthaburi Provincial Attorney's Office

Program : Master of Public Administration
Independent Study Advisor  : Assoc.Prof. Chanida Jittaruttha, Ph.D.
Abstract

This article aims to 1) analyze the level of the quality factors of public services provided by the
Nonthaburi Provincial Prosecutor's Office, 2) the satisfaction levels of individuals receiving these services, and
3) explore the correlation between service quality factors and recipient satisfaction. The research employs a
mixed-method approach by integrating Parasuraman et al.'s (1990) model for public service quality assessment,
covering tangibility, reliability, responsiveness, assurance, and empathy. Additionally, the study incorporates
Penchansky & Thomas's (1981) service satisfaction model, which addresses key dimensions such as adequacy,
access, convenience, willingness to pay, and acceptability. The study was carried out at the Nonthaburi Provincial
Prosecutor's Office, involving a sample size of 252 service users selected through the Krejcie & Morgan method.
Data collection tools comprised questionnaires and interviews. Quantitative data underwent analysis using
percentage, mean, standard deviation, and correlation analysis, while qualitative data were subject to content
analysis. The findings revealed: 1) service users consistently rated the overall public service quality highly,
exhibiting minimal variation (Mean = 4.05, SD = 0.22), 2) overall satisfaction was similarly elevated with little
fluctuation (Mean = 4.02, SD =0.31), and 3) a notable correlation between service quality and satisfaction across
all aspects (Correlation coefficient > 0.05) at the 0.05 statistical significance level.

(Total 90 pages)

Keywords: Public service quality, Satisfaction of service, Nonthaburi Provincial Prosecutor's Office
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