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Abstract

The objectives of this research article were to 1) study the level of
perception and expectation of the public employment service for students.
2) study the quality of public employment services for students. It is a
quantitative research. Methods of conducting research such as collecting data
from a total of 464 students according to the formula proposed by Khazanle, R.
when the 95% confidence was defined and the tolerance was 1 part 10 of the
population standard deviation. The data collection tool was the SERVQUAL
model questionnaire developed by Parasuraman, A. et al. That offers five
dimensions to measure the quality level in the service. Five services dimensions
include tangibility, reliability, responsiveness, reliability, assurance, and empathy.
In each dimension, the quality is enhanced by the indication of the relevant
literature revisions. The data were collected by using snowball sampling
method. The data were analyzed by descriptive statistics. According to two
purposes, the results of the research showed that 1) the students perceived
and expected service in the whole at a high level. There are differences in
expectations and perceptions of recruitment services received in all dimensions
of the SERVQUAL model, namely tangibility, reliability, responsive, assurance,
and empathy. 2) the service quality was at a moderate level at a significance
level of 0.05 with the service expectation higher than perceived. And show that
the organization responsible for the provision of public employment services,
department of Human Resources, need to improve the quality even further.
Keywords: Public Employment Services, SERVQUAL Model, Nanning Department

of Human Resources
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fogsAnLiu 55.17% 50.31% vasarwilusiognsie 3 - 4 ads

A15719% 1 Investigators feature analysis

Hayanly 31w (Au) Sowaz (%)
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W4 222 47.845
Uad. 79 17.026
2. sEAuMIANE
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1-2 0% 94 20.259
3-4p% 252 54.310
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nsAnwIMuIY JlEuInisiinissuskazauaaniainisusnsiunmsiveyly
FEAUNIN AZLUUAITTUTNINTINYINAY 3.751 dIuAzkuUn1TAIANTInINg iy
3.277 uagilanuuansnswesnmmanisiumsfusilasuuinsdameniluyniidedis
fifadday Aisesiuannudodu 0.05 tdun AudugUsssuvesuinig (Tangibility)
nsfanuundede (Reliability) n1sfinisnavauss (Responsiveness) n15ki
ATl (Assurance) Msdnuazidlagfuuinis (Empathy)

AN5197 2 Perception and expectation of service quality

am tangibility reliability responsiveness assurance empathy total

expectation 3.768 3.85 3.693 3.689 3.72 3.377

perception 3.329 3.411 3.293 3.37 3.441 3.751
quality - 0.439 - 0.439 -04 -0.319 - 0.279 -

2. WlefinmAunmnisuimsiavauassagdmiuindnw

ANAINNITUINMITTAINUEIE SUEdmUTnANY wudi egluszauliunans
wsnzluseduanuidesiy 0.05 AmLAnfesEninsazuuLNsiuTasTAuAzLLL
AupavTsianuaiafy - 0.374 LAZATLUUAIINAIANTIZINTINITTUS UIN
AzLULNTS U IALman e aiulddn FesimsuusnunmnsTiuing
\lenauaUBINNFDINTUDIUTEY VY

A51991 3 the quality of the overall evaluation of the results of services

aa tangibility reliability responsiveness assurance empathy
service quality -0.439 -0.439 -04 -0.319 -0.279
overall quality -0.374
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anUsnena

1. 5¥AUNITTUI A UTEAUANAIANTSIUNITUTNITTAMIuaTs sMed sy
UnAnw 3nn1sAnwinudn flduinisinissuiuazainuaianisnisuinisiunin
suweglusgiuinn waglnnuuananesmuAnisiunmsuinlasuusnisdanieanuy



!
¢

o A

300 | Vol.8 No.6 (June 2021) U7 8 atuft 6 Wouliquaou 2564 /& N\

q

o w ~ [ =~

lunnifeg1afifyd Aty NszAuaudedu 0.05 FalagsssuvAvesysuuinisgeud

o

= aa

Anumanidluseaudlunn 9 dfangliuinig Fanuiidndnudanuaants lidae
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H3UUINNT (empathy) AuuuAnAunIwAnsiUINTS 5 fiR SERVQUAL (Parasuraman,
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Usgidiu TOPSIS #iflen B vassefuuinsdamanuasisugiinianiaviniu 0.804 uay
A1 B woesERUUIMITAMUaIsIAETiTUSIIAY 0.196 (Wu, Z. X. et al,, 2019)
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Bedu siail annsnuides auamuinisdamauaisisurdmsuindnwives
miuAAsgaL Anudn msliuinsiinuaineglussiulos sedumsiuiuing
FrmnauansisaglasuestinAnwisiniiszduiianeli aruansisves B iy
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4151508 Han15d193958AuA AN TuveINITIHUTN1sT Ul nAny
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