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Hathaithip Loykulnanta. (2009). Insured Persons’ Expectation and Perception toward Service
Quality at Social Security Office in Chonburi Province. Master Project, M.B.A.
(Management). Bangkok: Graduate School, Srinakharinwirot University. Advisor:

Dr. Warangkana Adisornprasert.

The purpose of this research is to study insured persons’ expectation and
perception towards service quality at social security office in Chonburi province. The
sample consists of 399 persons who use service at social security office in Chonburi
province. A questionnaire is used as the instrument for collecting data. Statistics used in
this study are percentage, mean, standard deviation, Independent Sample t-test, One-
Way ANOVA, Least Significance of Different and Paired t-test. The research can be

revealed as follows:

1. Most of insured persons are female, aged around 31 -38 years old,
married, holding diploma degree and having income of less than 10,000 Baht per month.

2. The behavior of insured persons revealed that most of them have used
service at social security office in Chonburi province 1-2 times per year during period
10.31 am. — 12.30 pm. by motorcycle. The problem in using the service is the delay of
service due to the complicated system.

3. Most of them have high expectation and moderate perception towards
service quality of service social security office in Chonburi province.

4. Insured persons with different gender have different perception towards
service quality in tangibles and empathy.

5. Insured persons with different age have different perception towards
service quality in tangibles, reliability and responsiveness.

6. Insured persons with different marital status have different perception
towards service quality in responsiveness, assurance and empathy.

7. Insured persons with different education level have different expectation
towards service quality in assurance and empathy.

8. Insured persons with different monthly income have different perception
towards service quality in responsiveness, assurance and empathy.

9. Insured persons with different contact status have different expectation
towards service quality in reliability, whereas insured persons with different contact status

have different perception towards service quality in responsiveness, assurance and empathy.



10. Insured persons with different expectation towards tangibles, reliability,
responsiveness, assurance and empathy have different perception towards service quality

in all aspects.
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arseuuazlidaisuauulunsdiudsaisiudwinmmliidring elilddadn
niidannuanmuiagUzaiduain i

224 Yhuvuseumandiudpudluamaudaiaueunsrasanasdndinm

22,5 Whuuusaumaiiud i wuwediTmgiianareunnuiiens
anaiLitanm (Content validity) uazasagauanugneaaszasmmudi luudly

22,6 vhuuuseumuniud loudlunesasld (Try out) Aungunlailingueaating

pjﬂszﬁu@ﬂuéﬁ%i’maﬁﬁﬁé’ﬂmmmﬁmﬂﬁoﬁ'umjuﬁaama%ﬁwmu 40 A% LNINA W)
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{ < a @ a £ . a a L%
Ae e lasATmAFuLIERNDUaanh (O — Coefiicient) 7849 Cronbach (faen MBS .
2545; 449) faarn A leasuaadiizauaNuAsNvadULRauINY lasasiasning 0=<0<1

A v a ) oA A
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finnulsziusIay WnIaTald I@ﬂﬁLméaiayalum‘sﬁﬂmﬁuﬂ%ﬂi:ﬂamT’Jsl 2 §ufa
3.1 Zayaigund (Primary Data) Lﬂuﬁagaﬁ"l,@?ﬁnﬂmﬂﬁmmaumwLﬁuﬁa;&a
NNNFUAIBEN 399 Al Tasflaunaslunmseniivnms et
3.1.1 VOIARANLIINTANINGRY WMININSUAUASUNT [3al LRo8
AMNaATZA IunaiAuTIuTINTaya INFOUN ﬁﬁaamuﬁuﬁagamﬂmjuéﬁasm

3.12 ;ﬁ%’ﬂ"l@ﬁﬁwﬁa%m ImUmemuaaumﬂﬁmjuﬁqa:ha WTaxatuNeY

D
AL

MInaL
3.2 fl’aganaﬂgﬁ (Secondary Data) \{lumsfuaivdoyannienans NIaT
nanuInd9Bald nanwidodnag Minates Muliunasayansdunaiiia etznay

MIFINUULRALDINY

L

4. mﬁﬂnszﬁﬁfagaua:mﬁtﬂﬁnzﬁ aNa

u
130 lATULL LR UDNNNALAKIILE ﬁfﬁ'ﬂﬁnLLuuaalesJﬁmmau"LﬁmﬁﬁL'ﬁumi
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4.1 NM3IAVINYDYA
4.1.1 navaseudaya (Editing) #IduaTIIReUANAENYITIIEINIIREL
WULREUMNY I@ml,smLLuuaaumwﬁ"Lajaugmfaaﬂ
41.2 MINIIRE (Coding) ﬁnLmuaaumwﬁgﬂﬁaaﬁyﬁaULLﬁaaasﬁ‘amw‘ﬁ'
lamnuasnaliarami
4.1.3 madszananatoys I@ﬂﬁﬁa;daﬁmsﬁ'mﬁ’;ﬁuﬁﬂ warLzNIANA LAY
sl%’lﬂ.lil,miuaﬁaf%n%gﬂLﬁ"amﬁ%’ﬂmaéhﬂwma@% SPSS (Statistic Package for Social
Sciences) L@ ATIZABINTI LA NAROLANAAT I
4.2 myaneidoya
4.2.1 m‘ﬁmiﬁzﬁﬁagﬂmﬂ"ﬁaﬁaL%@Wi‘smm (Descriptive Statistic) \WNaaFiny
ANBIAZVBINGNAIDE Goit
4.2.1.1 WWUSOUMWEINN 1 Lﬁ'mﬁ‘ué‘numxdmymamaa;jﬂi:ﬁu@m fian

lrusmsluan wwe g TAUMIANET FDNWNINFNIR IZAUNIANE T laaaLfan Las



34

FDNUNINNNIAAGD I@ULLa@dNaLﬂumwﬁl (Frequency) uazIuas (Percentage)

4212 WWURELDNEIUT 2 L?imﬁquammmﬂ‘*ﬁu’%mwaa;&”ﬂszﬁu@m
Tuguemadlunmsindedaldusms wdadevasuusmidsannla srsnafianldusms
v [ lunsidwnmeanlsisns lesusasnailiuanad (Frequency) was3osas (Percentage)

4213 LUUROUDWEINT 3 LRpIANAIaRIs LAZMNITUIARQ AN
mIsms lesusasnaidn Ansuuady (Mean) wazad EHLUUNNIAIIY (Standard Deviation)

422 myenzitoyalaslfafiaiBieusnu (Inferential Statistic) [Aanagay
ANAAT I FIit

auudgIudad 1 Qﬂs:ﬁumuﬁﬁmmmn@mﬁu flanumenisdagmnw
msu‘%ﬂ’mmzmi%'uj@iaqmmwmm‘%mﬂmn@i’mﬁu dadanldnasey fa sbedeTes
@19 (Independent t-test)

suudgutad 2 Qﬂizﬁ‘u@uﬁﬁmqum@mﬁu flanumenisdanmnw
MILIMIUAZ M TILIABN AWM TLIMIUANGIN dadafldnasey fe shaseTes
fan (F-test) LUUMIATNERANNLUTLTIUNLGEE (One-Way Analysis of Variance)

suudgudad 3 ;‘Tﬂizﬁu@lu‘ﬁ'ﬁ RONUNWRNIFUANGAIINU IANANANII
d0A MW ITLINIUAZNITLFAaA LNWANILIMIULANEINY dsdafildnasay aa sno
Janeranan (F-test) LUUMIATERANULUTUTIUMLALT (One-Way Analysis of
Variance)

auaAgIudod 4 pjﬂ‘szﬁu@uﬁﬁs:ﬁumsﬁﬂmLmﬂ@mﬁu AMNAARII
@iaqmmwmm’%ﬂmmzmﬁuf@iaqmmwmsu’%n’mmn@haﬁ'u dadafilinasay aa sne
Janziaen (F-test) wUUMITIATZAANULUIUTIUNGET (One-Way Analysis of
Variance)

aundgudon 5 Qﬂi:ﬁ%@%ﬁﬁ‘:’]ﬂﬁu@m@mﬁu flanumenissagmmw
MILIMIUBTMNITLIAN NIWMITLIMIUANGINY ddanldnasay aa sHAIATIZN
fan (F-test) LUUMIIATNEHANNLYILTINN9GE (One-Way Analysis of Variance)

aunAgudan 6 QﬂszﬁumuﬁﬁammwwmiamiaLmﬂ@mﬁu AU
@iaqmmwma:u’%ﬂmmzmﬁuf@iaqmmwmsu’%n’mmn@haﬁ'u dadafilinasay aa sne
Janziaen (F-test) wUUMIIATZAANULUIUTIUNGET (One-Way Analysis of
Variance)

auNAgtaf 7 gﬂizﬁu@uﬁﬁmmmw%@i DADAMWMILAMY UAzMYIL3
AR MW TLINMIUANGAINL dadanlinasey fa aiasiaTzsien Paired t-test

suudgutad 8 g}"ﬂszﬁ‘umuﬁﬁwqaﬂﬁwmﬂ%ﬁmmm@mﬁuﬁmﬁuj
Aoq UAINWANILINIUANGEIN fsdanltnasey Ao sdadieidLew (F-test) LUy

MIIaNeRaNULLIUTIUMALGELT (One-Way Analysis of Variance)
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4.3 aDaN 15 wnsImnsidays
4.3.1 fROGTINTINMN (Descriptive Statistic) Usznauaie
4.3.1.1 fn3asaz (Percentage) (NagN MNATAL Y. 2545: 36)

A " v
¥\ P unu ANIDERS
foounu ANUDVDIAZL LY

n W mmﬂmaamjmﬁama

4312 snzunniady (Mean wia X ) (fagn Milas Ty 2545 : 39)

a : &
b X UNt  AasLBbLaNg
TX UNT  WATINVBIAZUBUNIANG

n o WNn muwmaon&ju@hama

4.3.1.3 andoduuaaIzIs (Standard Deviation %38 S.D.)

(Naen NATHUTYD. 2545 : 38)

[y —Ex)

SD. =
n(n - 1)
Wa  SD. W ALDSIUBINAIIIUYBINZUUUYBINGNAIBENS
2 1 s o L
Yx UWN%  WETINVBIASUULUARZAILNTNRIREY

2 & o @
(ZX) VI HRIINVBIASLUTINRUALNNIRIRD

n LN mmmaomjuéf’;amo

432 MIMMaNULTaNuvadIaIedlla (Reliability of the test) laslgitm

ARULANT aan (O - coefficient) Tasnsankiia (Cronbach) (NagN ML, 2545: 43)
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k covariance )Variance

Cronbach’'s alpha: a = - -
1+ k —Icovariance )Varlance

Wi 04 LbV19h AN TN U BILL LR LD

k LN FAWINAIDY

—_— U AR IR LT INIINEWINEIUEN 9
covariance

_— W aafsedaianNwlslsiutasdiany
variance

4.3.3 MINATERD agaimfl"ﬁaﬁal,%omgmu (Inferential Statistic) 3znavag
4.33.1 80i@ Independent t-test NAROUAMUUANGN 2 NG WWanagay

AaduasliznIngun 1 uasngun 2 (ga3 WATauz. 2544: 178)

ndinenuulstTIurems 2 ngulivinu o # o}
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e t wnu  eafianldRansanlu tdistribution
X, unu mmﬁwaaﬂﬁiwﬁaamaﬁ 1

X, unu @hm‘é‘iwadmjuﬁaamaﬁ 2

S unu mmmLLﬂiﬂmumaamjuﬁaaﬁ'Nﬁ 1

S unu @hmmuﬂiﬂiawadmjué‘aaziw?’i 2

n, U mmmaaﬂéjuﬁaamdﬁ 1

n, Wb muﬁmaamﬂ;wﬁmmaﬁ 2

df wnu  dranududsase (n, +n,—2)

4.3.3.2 @1 F-test (One-Way Analysis of Variance) (ﬁ'am mﬁmﬁﬁ'mum.

2545:141) \umineseusundulesliisienedanuulslnumad i anesausnios

ia;&aﬁ"gvlﬂﬁmﬂﬂdﬂ 2 Nau ﬁgm 9%

MS,,
dl 1 nn::dl ¥ A A a
e F LI ﬂﬂ&ﬂ@l“ﬂl?ﬂﬂ%ﬂﬂL‘YIEl‘]Jﬂ’]'Jﬂf]@]"i]’]ﬂﬂ’]iLL"i]ﬂLL’%]GLL‘]J‘]J

F livanTuhpdan

MS,, wni  @deanmuainuilsilyineEniningy (Mean Square
Between Groups)
MS,,, Wnu ﬂ"]ﬂsxmmﬂlmmmuﬂiﬂmumsﬂumj3J (Mean Square

within Groups)

lasfiasrmdase (Degree of Freedom w38 d.f.) il

df v n-—1

dfy) WNW p—1

df,y WNW  n-p
o n uwnw  wandsesing

p N ﬁ‘hmumj&lﬁ’mma
NINANIINAFILTANNUANA DL NN RDE A YNIIFHE  dasviins

nageu (unugdaly Lﬁa@dwﬁ@;%ﬁﬂaﬁmn@mﬁu 1ae/l53% Fisher's Least Significant

Difference (LSD) (Tagn Miwdinym. 2545: 333) Ugas ait
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LSD

tl—a/z;n—k MSE i + i

I@Elﬁ ni * nj

Wa tl—a/2;n—k wnw  enlERanlumsenLeuuLN el

ANIT AN 95% LATTWLAIANNLTI %

avem ﬂumju

MSE i andszunosasananlsUunele
nay (MS,,)

N, LNt ﬁ‘hmu‘*ﬁagamaamjuﬁ i

n; LN ﬁiwuauﬁagamaaﬂ@uﬁ j

4333 MYUATZA Paired ttest 1HuITlEnasreusundzIulasITivg
Waldnameusuadzunit  anumanisdegmnnuimauandraiuiiniuidaqmnin

vimsdnanu lasldgas dait (faen nilodinm. 2546: 118)

. _ d-d,
S.D./+/n
Wwa UN  ANRDAN NI L t-distribution

LNh ﬂ"]mﬁwaommLmﬂ@hwaa*’ﬁagau@iazq
SD.  unw  AEwdsdUnNINITINYBINIBE

n N IWIBGAIDEN
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F wneRe  ensdanlsRersanle F-distibution

p ninoiy  Aanuiezile (Probability)

H, RN awuagﬁuﬂﬁﬂ (Null hypothesis)

H, RN auw@gﬂmaa (Alternative hypothesis)
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=3 a @ o s naai [
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EAUMIANEA mﬂvlﬁqw%@imaau UASRINUANWMIAAGE TR lasmIndwin (@nud)

LRZYaLaY AILEadle A1T9 1

AT 1 UEAITIWIN (AU WAL TURTAN WAL AU AN YBINLTENUAL TIUUNAULNE
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é‘ﬂwmzmuqﬂmmaagﬂszﬁum W (308) Jouaz
LNEt
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TN 248 62.20
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El’]qu
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daud 23 — 30 1 26 6.50
g 31 — 38 1 211 52.90
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AL 47 — 54 1) 14 3.50
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FONTUNTANRUIN
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1319 1 (68)
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;ijuLﬁTwadamszzﬂaurm 71 17.80
Aauva/naglsznuan 12 3.00
RIOR\! 399 100.00

NNENTW 1 anansnasitayaansuzaInyanaadLlEn uanNAaULIREUNY
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