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ABSTRACT

The purposes of this research were to study the customers’ expectation of the quality of
the services provided by the Phitsanulok PEA, develop guidelines of good quality customer
services for PEA. The subjects of this study were 400 customers and 99 PEA service staff in
Phitsanulok. The data were collected by using a questionnaire and analyzed by using mean
and standard deviation. The results revealed that, in general, the expectation of both the
customers and the staff in 5 areas: physical environment, responses, guarantees, and care was
at a high level, but when comparing the expectation and the exact quality of the services, there.

wes a significant difference at 0.05.
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