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Abstract

This descriptive research aimed 1) to examine the level of expectations and perceptions
of clients in service quality of Elderly Development Center, Nonthaburi Municipality 2) to
compare the average score of the expectations and the perceptions. Research population was
1,816 members of Elderly Development Center, Nonthaburi Municipality in the year 2015. 270
Participants were conducted by quota sampling. Research instrument was a detailed
questionnaire reviewed and suggested by experts. Cronbach's alpha coefficient was 0.939, and
each item was more than 0.4. The questionnaire comprised 3 parts. The first part was personal
data. The second part based on the SERVQUAL model included the expectation and the
perception of clients in service quality. This part consisted of 5 dimensions: reliability,
assurance, tangibles, empathy and responsiveness. The last part was open ended questions in
opinions and recommendations. Data were analyzed by descriptive statistics and paired t-test.
The findings illustrated that the expectation and the perception of clients in service quality
were in the high level. The satisfaction of service quality was in the high level which the
perception of clients was higher than the expectation (t = 13.108, df = 269, p < 0.01).
Participants recommended as follows: 1) should have the regulation of controlling the
members to follow the rules; 2) should build covered ways; 3) should increase service
providers; and 4) should create activities from hobbies to careers. These findings would enable

to improve service quality in 5 dimensions in order to enhance service users’ satisfaction.

Keywords: Expectation, Perception, Service quality
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