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ABSTRACT

This research aimed to study factors regarding service quality elements affecting
organizational image of Nonesila Local Administration Organization, Pargkard District,
Buengkarn Karn Province. The objectives were to study the image level of Nonesila Local
Administration Organization to determine factors regarding service quality elements
influencing the organizational image of Nonesila local administration, as perceived by
Pargkard local community members, and to seek their suggestions for enhancing or
promoting the organizational image. The sample group consisted of 396 local community
members of Pargkard District, Bueng Kan Province, obtained by using the Taro and Yamane
Table and selected through stratified random sampling and accidental sampling. The
instrument used in this study was a questionnaire of 0.3 5-0.72 discrimination power and 0.96
reliability on factors regarding elements of service quality affecting the image of Nonesila
Local Administration Organization. Data were analyzed by using basic statistics, Multiple
Linear Regression Analysis by entering all the variables into the equation, and content

analysis for descriptive interpretation, conelusion and presentation of the data.
Findings of the study reveal the following:

1. Regarding perception of factors of service quality elements influencing the
organizational image of Nonesila focal administration, as perceived by Pargkard local

community, it was found that their perception of factors of service quality elements




affecting the organizational image was at a high level, both overall and specific aspects, with
the following items in a descending order: giving reassurance or confidence, understanding
and showing sympathy, reliability and trustworthiness, concreteness of service, and
responding to clients' needs.

2. Regarding perception of the organizational image of Pargkard Local
Administration Organization, it was found that the local community members perceived the
organizational image of this organization at a high level, both overall and specific aspects,
with the following in a descending order: staff & personnel; organization; goodness &
decency; and management, which has the same mean value as implementation.

3. Regarding factors of service quality elements influencing the
organizational image of this local organization as perceived by its local community, the study
revealed that all the factors or variables together explained the variance in the perception of
the organizational image(Y) at the .01 level of statistical significance, with correlation
coefficient (R) of 0.831 and coefficient of determination (Rz) of 0.691; indicating that the
independent variables accounted for 69.1% variance of the dependent variable; and when
specific aspects were studied, it was found that each of the independent variables influenced
the variance in their perception of the organizational image at the .01 level of statistical
significance; except giving reassurance or confidence that could influence their perception of
the organizational image at the .05 level of statistical significance. The 5 factors found with
positive influence were in a descending order as follows: understanding and showing
sympathy, responding to clients' needs, reliability and trustworthiness, giving reassurance
and confidence, and concreteness of service.

4. To enhance the image of Nonesila Local Administration Organization, the
first 3 suggestions were given in a descending order of frequencies as follows: enhancing
the institution by being loyal to the nation, the religion, and the king; leaders should have
knowledge, ability, loyalty and close relationship with community; there should be
organizational unity; management should be performed on the basis of knowledge,
promptness, survey results of clients' needs, and local area coverage of service; there should

not be any corruption; there should be public relations to disseminate information including




Internet services; social welfare should be thoroughly and fairly provided; the organization
should be a good model of goodness and decency --being a good example for its community,
having generosity and sincerity in providing services, and having accountability in public
service. Regarding staff and personnel, they should perform their duties effectively with
fairness, loyalty, diligence, and polite manner.

In conclusion, all the 5 quality elements of service were important variables
influencing the organizational image of Nonesila Local Administration Organization;
therefore, administrators of this local organization should take these factors into consideration
in making development plans to improve the image and to further respond to its local

community needs.




