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ABSTRACT

The purpose of the research is to assess the quality of services of the Mahasarakham
I.and Office, to investigate people’s satisfaction with the services, to analyée the relationships
between the quality and the satisfaction with the services, and to find some useful suggestions for
improving the services. The sample was 400 customers who received the services of the
Mahasarakham Iand Office, Taro Yamane method was employed to calculate the sample size,
and the sample was selected by the accidental random sampling technique. The instrument was a
questionnaire with .22-.23 discrimination indices and a .95 reliability index. The statistics used
were frequency, percentage, mean, standard deviation and Pearson Product Moment Correlation,

Qualitative analysis was employed for data analysis.
Results of the research are as follows:

1. The average level of the service quality was at a moderate level. The two highest
rated items of the service quality were progression and equality. The three moderately rated items
of the quality were sufficiency, continuity, and punctuality.

2. The average level of people’s satisfaction with the services was at a high level.
The three highest rated items of satisfaction were service officers, steps of the services, and

facilities.



3. The findings indicated that the relationships between the service quality and the
customers’ satisfaction was at a low level. The customer’s satisfaction was positively related to
progression, equality and sufficiency of the services statically by .05. On the other hand,
the relationships between the quality with punctuality and continuity were at a low level.

4. Regarding the frequency of suggestions, the most frequent suggestions for service
quality are punctuality, continuity, sufficiency, equality and progression, The most frequent

suggestions for satisfaction are facilities, steps of the services, and service officers.



