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Abstract

This research is aimed to study 1. To study the process of developing the service quality of 2 types of service
quality issuance of driver's licenses and edit entries in the driver's license under the car and replacement of the driving license,
Car Transport Act 1979 Bangkok office area 2 2. The level of expectation and satisfaction in service. 3. To compare the
difference between personal factors, expectations and satisfaction in the service. 4. To analyze and propose solutions
to improve services. By using in-depth interviews as an instrument for gathering fundamental information of both services,
and also using questionnaires to collect information in accordance with quality service assessment theory “SERVQUAL”, and
Modified Priority Need Index (PNI modified). This sampling provides an opportunity. The formula is found the number of
service users in all licenses 102,870 peoples, requires a sample of 400 patients’ total. This is because the statistics used are
derived from the number of people who use services in the process driving license within Transport Bangkok area 2 offices.
In this process, this is divided into several different types of services together. Researcher has been divided into the service of
the study of 200 peoples.

The results of this research reveal that most of clients’ genders were men. It was also found that the highest education
level was a bachelor’s degree and possessed past-experience with using the service. According to information collected form
in-depth interviews, results show all staff clearly understood and were experts regarding the working processes as a result of
the department’s flexibility of individuals job task and responsibility. In addition, the organization also offers continual staff
training and service quality assessment, which are the keys to efficient and effective performance. Information collected from
questionnaire, in term of dimension in theory, shows that both services had a quality level and PNI value of “more” because
the level of satisfactions was lower than expectations, however, the expectation level was lower than satisfactory. The
personal factors that had an affect on expectation and satisfaction were gender, level of education, and service experiences
regarding reliability, responsiveness, and assurance dimensions. The result conforms to the SERVQUAL theory that past
experiences are an important factor that can affect to expectation in quality of services.

Recommendation from this research is that improved service quality has to be made a concern to those personal
factors which mean development and assessment through using personal factor as a variable evaluation tool in order to
improve the service quality that will result in more sustainable improvements of performance.

Keywords: Quality Service Assessment / Land Transport Department Area 2 / Servqual Theory / Expectation / Satisfaction.
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