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Abstract

The objectives of this study were to 1) study the level of public service quality, and 2) compare the
quality of public service delivery by officials of the Area 2 Bangkok Transport Office, classified by personal
factors. This study was a quantitative research. The conceptual framework of this study was applied from the
concept and theory of Millet. The population consisted of 156,659 people who received services at the Area 2
Bangkok Transport Office. The sample size was calculated using Taro Yamané’s formula, resulting in 398.98
people. For appropriateness and adequacy in data analysis, the sample size was therefore set at 400 people.
The study instrument was a Likert type 5-rating scale questionnaire. Statistics used for data analysis were

frequency distribution, percentage, mean, standard deviation, t-test, and F-test.

The study results revealed that 1) the level of public service quality, as a whole, was at a high
level. When considered each aspect, the mean scores ranged from highest to lowest, it was found that all
five aspects were at a high level. The aspect of progressive service delivery had the highest mean score,
followed by equitable service delivery aspect, timely service delivery aspect, adequate service delivery
aspect, and continuous service delivery aspect, which had the lowest mean score. 2) The results of the
comparison of the quality of public service delivery by officials of the Area 2 Bangkok Transport Office,
classified by personal factors, revealed that officials with different genders, ages, educational levels, and

average incomes did not differ in terms of the quality of public service delivery.
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