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Abstract

This research aimed to 1) investigate the factors influencing service quality levels
before and after the COVID-19 pandemic of Thonburi District Office, Bangkok; 2) conduct a
comparative analysis of service quality before and after the COVID-19 pandemic of Thonburi
District Office, Bangkok, categorized by personal factors; and 3) study the relationship between
service quality factors affecting public service quality before and after the COVID-19 pandemic
of Thonburi District Office, Bangkok. The population comprised individuals who received
services, People who come to receive services from various departments at Thonburi District
Office. The random sampling method was used to distribute the questionnaires. Between
8:30 a.m. - 4:30 p.m. with a sample size of 385 people. Data collection instruments were
statistical questionnaires, and data analysis involves frequency, percentage, mean, standard
deviation, t-test, one-way ANOVA, and correlation.

The research findings were as follows:

1) The factors influencing service quality of Thonburi District Office were significant
both before and after the COVID-19 pandemic, with high levels observed before the situation
and moderate levels observed afterward. Overall, service quality for the public was good

before the situation and relatively good afterward.
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2) Individuals with different gender, age, education, occupation, and income received
services after the COVID-19 pandemic differently, with no statistically significant differences observed
at the 0.05 significance level. However, significant differences were found among different socio-
economic status in services received after the COVID-19 pandemic at the 0.05 significance level.

3) Factors related to customer confidence, understanding, empathy, trustworthiness,
and responsiveness positively correlated at a high level with public service quality of Thonburi
District Officer, Bangkok after the COVID-19 pandemic. Additionally, factors related to fairness
in service positively correlated at a moderate level with public service quality of Thonburi

District Office, Bangkok after the COVID-19 pandemic.

Keywords: Service, Quality, Coronavirus 2019
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