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fléhfunmsUssindiugiinn awmumansay Swau 400 eu TngldiBnsdudiediauuudie
(Simple Random Sampling) Lﬂ%’laaﬁaﬁiﬁﬁuﬂ'ﬁ%%’aLﬂuLLwaaumuﬂﬁzqﬂﬁmﬂLLmﬁm SERVQAUL
Faflanduusyanssaraseuta (Cronbach’s Alpha Coefficient) Tudauvasauainnds whitu 0.72
duvesmsuiviniu 089 aliTltiinszviteya laud mmid Jevas Aiafe duudoiuunnsgiu way
AEDAMLUUUA (Paired-samples t-test)

HAN1SITENUIN AmAIAnTmarn1sTusaannnsiiusnsnudmiuselanisuszun
drupfaaauumansens eglussiuinnidlunmsuuarsed WeFeudsuuuuiugay
maviaaznisiug wui Anedsvesanumaniigeniinisiuiededduddymsadia uanaingld
vimslafianelanislivinmsvesnudnituaeld s 5 du Wud fuamnususssuvesnsuinig
frunadedielinndda sumsmevaussieliuuing Mumnuiulaudiiuuing fueueilald
A5uusnis iluiauauninnishivinsvesnudanuaeldnisuseurdiugiinnn awiumansany
il Tassnaausliuinadniada a 9aifien (One Stop Service) Tnssnsuimagndes nazduduly
lasamsusmsaieiila Anlnagana lassnisiawesuseln ausn uaglasanisgualnddn ldlana
QUIALNT

o

ArdAy : AnNMNSUINS, udaiuseld, nsdssUidugiinng awiumansany
Abstract

The research aimed to study expectations and perceptions of service quality and to
suggest some guidelines for developing service quality of Revenue Collections Division of
Maha Sarakham Provincial Waterworks Authority. The participants were 400 people who used

water provided by Maha Sarakham Provincial Waterworks Authority. The research tool was a
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questionnaire, which applied from the SERVQUAL concept. The questionnaire had Cronbach’s
alpha coefficient for the expectation as 0.72 and the perception as 0.89. Data was analyzed by
using frequency, percentage, mean, standard deviation and paired-samples t-test.

The results showed that the expectation and the perception of service quality of
Revenue Collections Division of Maha Sarakham Provincial Waterworks Authority had high
levels in both overall and each aspect. It was found that the means of the expectation were
higher than the means of perception. According, participants were not satisfied with the services
quality of Revenue Collections Division in all 5 aspects including service tangibles, reliability,
responsiveness, assurance, and empathy. Findings were used as some guidelines to improve
service quality of Revenue Collection Division of Maha Sarakham Provincial Waterworks Author-
ity, with the following projects: One Stop Service, Prompt and Accurate Service, Service Mind with
international goal oriented, Mister Smart Plumbing and Caring like family.

Keywords : Service Quality, Revenue Collection Department, Maha Sarakham Provincial

Waterworks Authority
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sageniimssudinimunasufulssaunmnisiuinslitty Weasennufiovelagauninnsl
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I 1 MslSeuidisupaninnslivinisvesnuiaiunelinisssundugiinig anvmmansey

. - AUAINNT nssus
ANAINNTAUINNS t-Test Sig. wlana

X S.D. X S.D.

1. druanudugusssuveasnisuinis

1.1 esdle uazgunsal lumsld 397 065 377 078 503 0000 lsifiawela

USNsHAMNIuETY

1.2 aauiinanelusazaneuen 391 071 358  0.68 8.18** 0.000  liWswela
diinuilanuazenn Seuiey

1.3 fidssemldusnsimnuiivsne 388 071 362  0.76 5.45%* 0.000 lifiswela
uavaren

1.4 itheguensieasideataziite 385 067 362 0.5 5.05%* 0.000 lsfienela
dydnwallanstaiau wu Juna

YNN13Y0IUINIT

1.5 msdniiuiinonsaldiitene 392 076 369 0.72 4.92%* 0.000  liWswela
1.6 Wwihiludsnegam Sevfes 381 072 356 073 566 0000 laifiawela
R TREAEL

2. fuanuenalinngda

2.1 mMmsluSnsviSedetauaunss 391 071 367 075 5.49%* 0.000  lLifianala
munandilauasly
2.2 ANNABIYRIlULAIAY 392 072 380 0.76 2.57% 0.010  lufisnela

Uszln wagluiadasuiu

23 dwhiisuilelamuageoude 382 071 368 075 3.13% 0002  liiswela
dnonulseggnsiesdaay

2.4 imaUa-Uavsoliusnsasenn 393 072 371 076  4.56* 0000  liiswala
naanne

2.5 finsifiushwideyaveddsu 386 072 362 078  519% 0000 lLiflnela
UINsegegNAed

3. AIUNTNBUAUBIABRFUUINNS

3.1 arunadilunsivinisdesn 397 068 384 0.78 2.96** 0.003  luWswela
Resafidneu

3.2 dwhiifieunsefelesudala 395 070 379 078 371% 0000  lifiswela
Tusns

3.3 NMIBIUIYANLALAINIUNIT 394 072 384 076 2.40% 0.017  liWswela
FrszAmiUszun

3.4 @wmihiidswnwdiemedunns 385 070 361 0.74 5.03%* 0.000 lddflawela
Tusns

3.5 W fwIeuanundouves 394 074 372 077 5.17%* 0.000 luewela

A oA & 1% A a
Lﬂi@ﬁu@LﬂS@QT}U LLASUNUNBU

nsaulyusnng
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. - AUAIANTY nssus
ANAMNTTLAUINS t-Test Sig. wlana

X S.D. X S.D.

4. gruanuiulaunguuinig
4.1 Wwihidlaud Anwenunse 3.88 072 358 073 726 0000  lifiewela
Tunisliuinsfgiuinyssd

02 Wwihdifuyuddsiusioen 388 073 369 072 459% 0000 aftawela
wduwanlauazliuinisene
PRHGHUBRINIGH

4.3 Wwihilesureduneumsufin 381 072 367 072 319 0002 lifenels

Wdnundnseliegataau
4.4 A NNYUAIEANTBUABY 382 073 364 073 3.94%* 0.000  lLifenela
wazldifnvaRanain

5. imuaue lalddiuuinig
5.1 Wvthilusniseneanudy 394 070 375  0.73 4.61%* 0.000  lLifenela
§5USYIMUAPUNDUNA

5.2 Wwithiidnladseudniu 394 071 370 072 562 0000 ifanels
WAZANABINITVRIRIN LY
UINTUAREINY

5.3 dmsUssnduiudiloifeyaineg 383 071 370 071 291 0004 hifewels

ReafumstrssAmiuszln

5.4 dmsudeimgalvasnaws 393 072 379 074 269% 0007 aiftawel
#1199

5.5 @whiisuilelameineg e 388 072 371 077 3.91% 0000  lifiswela
ausla uasilathouidgm

*p< 05, ** p < .01
IMNANTRA 1 WU ARREYeIANNAIANIEINIINTTTuSegsiTud gy neainynteain

9

5 onu biwn supudugusssuveanisuinig suenudeiielinngda Aunisnevauesiedsuuinig

AuANNElaLAEFuUsNS uanuelalagsuuinig wanshgldusnislufianelanisliusnisves
NnudaAuTele
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2. mswmaanmmMsTivinisvasnuianuagldinmsssindaugiinig aviamasana
M9 1 maleuifisugunmnslsismsvesnudafiuneldnsussiidugiing a1
wvnansnm wuh freunuvasunmuldfianelanisliuinsvesnudaiuneld s 5 fu esane
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