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Abstract

The objectives of this research were 1) to study the level of service quality
expectations and perceptions, 2) to compare perceived expectations and service
quality gaps, and 3) to compare expectations. and perception of service quality of
information technology According to personal characteristics, Taokaenoi Food and
Marketing Public Company Limited, in the situation of the 2019 coronavirus epidemic,
the research instrument was a questionnaire. The sample consisted of 234 employees
of the company. The instruments used in data collection were verified for accuracy
0.92. Data were analyzed using statistical software packages. The statistics used in the
data analysis were: the data were analyzed using descriptive statistics such as
percentage, mean, standard deviation. The inferential statistics were t-test
(Dependent), t-test (Independent), One-way ANOVA. Tests were performed per pair
using LSD method.

The results showed that 1) the level of expectation and perceived service
quality Both sides are at the highest level. in terms of providing confidence in the
service The highest mean, expectation 4.38, perceived 4.36, followed by patient
response, mean expectation 4.34, perceived 4.32, and caregiver aspect. Mean
Expectation 4.30 Perception 4.27 2) Expectation Comparison Results Perceived and
gaps in service quality are different with statistical significance at 0.05 3) the results of
comparison of expectations and perceived service quality according to personal
characteristics The results of the comparison of service users with age and workplace
There is a difference according to age, ie under 30 years old and 30-35 years old, under
30 years old and 41 years old and over, and when classified according to the workplace
is Muang Thong Office and the Rojana factory, Nopphawong factory, and Rojana factory
It was statistically significant at 0.05.

Recommendations from the study found that service reliability Should improve
service with standards and always ready to serve the concreteness of the service The
equipment and facilities that can meet the requirements of WFH should be improved
and the care of employees who come to use the service should be improved. Should
ask about problems in the use of various services, confidence in the service. Officers
should be able to solve problems clearly and accurately. and more speed Responding

149



NIANTINGIFBUATTIVEN (E@vayveeansuazdsaumans) U 16 adun 3 fugneu - Sunneu 2565

to the needs of service recipients Service should be provided when requested quickly
and in a timely manner.

Keywords: Service quality, expectation, perception
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