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Abstract

The objectives of this research were to 1) study the level of result-oriented public
service quality, 2) compare personal factors affecting result-oriented public service quality, and
3) study suggestions and guidelines for developing result-oriented public service quality at the
Phitsanulok Provincial Land Office. This study employed a mixed-methods research design. For
the quantitative research, the population consisted of 399 individuals. Data were collected using
questionnaires and analyzed using percentage, mean, and standard deviation. For the qualitative
research, data were collected from 6 key informants through interviews and analyzed using
content analysis.

The research findings are as follows.

1) The overall results-oriented public service quality at the Phitsanulok Provincial Land
Office was at a high level across all aspects. 2) The comparison of personal factors revealed that
service users with different occupations held different opinions regarding the overall service
quality. Furthermore, age was found to affect opinions specifically concerning the location and
facilities aspect, whereas gender, marital status, and education level did not result in any
significant differences. 3) Suggestions for service quality development should include focusing on
the adoption of digital technology, streamlining service procedures and duration, and developing
staff skills and service-mindedness. Additionally, improvements to the office location and physical
facilities are recommended to enhance public service quality in alignment with the principles of
sustainable results-based public management.
Keywords: Result-Oriented Service Quality; Performance Effectiveness;

Provincial Land Offices
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