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ABSTRACT

The study on perception towards service quality of Siam Kraft industry
Company Limited was aimed to investigate and compare service quality perception of
Siam Kraft Industry Company Limited. The survey was accomplished among 207 Siam
Kraft industry Company Limited customers as the sample group. The questionnaire with
the reliability value of 0.97 was administered as the instrument for collecting data,
which were analyzed by the frequency distribution, percentage distribution, standard
deviation, t-test, One — Way ANOVA, and Scheffe. In case of 0.05 statistical differences
was found, Least Significant Different method was applied to verify each pair.

The results revealed:

1. According to the respondent’s’ general information, 140 were females
(68.60 %), 92 people aged ranging from 30 to 40 years old (44.45 %). 124 or 59.90
held bachelor’'s degrees and 69 people or 33.33 % had 5 to ten years work experience.

2. The perception towards service quality of Siam Kraft industry Company
Limited in the overall was relatively high. When looking into each aspect, the first item
was credit service followed by finance, delivery, processed products, and marketing
services respectively.

3. As for the respondents ‘general statuses, different ages and work
experiences did not perceive service quality of Siam Kraft industry Company Limited
differently at 0.05. However, males and females perceived different marketing service;

and different educational levels perceived processed products differently at 0.05.
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1 dl %
ATAANND (Frequency) AN3REIAT (Percentage)

¥
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a 9

WLLARUDNNLULLTZRAN (Rating scale) 5 52U AATzsilaanisunA1eae (Mean) Was
] t:ll : e % a =
d2uileIIUNIRIZIU (Standard Deviation) ianafimanalugiadnuizesdsznaumniaa

ANBZUUUAUNNNLTUNIA T UL T TN UAY WA NN ATl

=® a
NNIEEN ATLATNANIN
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o =2 =
FTAU 4 MBS ATUAINA
3 uwnede  Aounanidiunans
2

et AnunnTias

1
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AU 1 wanele AN weangn

AMFLNFINIIAPRUKANNTIATIZERYA NANTDUIANABALIATATIRFIN

Lﬂmeﬁqmﬂmq (Midpoint) 22919992 ALIAZ LY (Class interval) Taaldinousinnsulanates

¢ Ao o o a

WNTAU TR (2543 1 107-108) AN

1
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Aade  4.50-5.00 UNNEAINGY  HANINITALNINTIGA
AadE  3.50-4.49 WHIAINGY  HAMAINIZALNAN
ARt 2.50-3.49 UNIEAINGY  HAAIWITALLUNAN
AR 1.50-2.49 WNNEAINGY AN WITALTRE
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=

ANRAE  1.49 ¥3AANIN MNNEANGY  HRAMANIzAUdeangn
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UFHNALINATINYIGARIMNTTN A17TA HRELKLILABLININ 119U 207 AL WL §RaULLL
aaunndaulnniiluweandis auau 142 au Andudeasy 68.60 a1gse1n319 30— 40 1]
AU 92 AU AeTluFaas 44.45 NANEIEAULEYIFT AI1UIU 124 AU AnTuEanay
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1319 4.1 deyarivlresineuuuuaauniu

(n =207)
dayaialraspaunuuaauaix UM OEDE

bINA

- el 65 31.40
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e Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

[tem-total Statistics

AAA 1
AATA2
AANA3
AATA4
AAAS5
AAAG
AAAT7
AAAS
AAA9
AATA10
wileg1/11
utlsgil12
uilsgil13
utlsgil14
utlsgil15s
uilsgil16
wilegd17
utlsgil1s

Scale
Mean
if ltem

Deleted

144.5000
144.3667
144.2333
144.3000
144.1000
144.5333
144.4667
144 1667
144.3333
144.4000
144.4333
144.3333
144.5333
144.1333
144.2333
144.2333
144.5333
144.4000

Scale
Variance
if ltem

Deleted

304.3276
304.0333
306.1161
304.4241
306.9897
295.0161
299.8437
304.0747
308.7126
305.2828
305.8402
304.5747
301.6368
310.5333
309.8402
303.9092
302.0506
301.6276

Corrected

ltem- Alpha
Total if ltem
Correlation Deleted
.5600 .9580
.6004 9577
.6663 9573
6285 9575
B33 9575
7348 .9568
J295 .9568
6755 9572
5546 9579
6472 9574
.7019 9572
6827 9572
7525 .9567
4453 .9585
.5030 .9582
7077 .9570
.7363 .9568
.6350 9575

86



utlsgu19
utleg20
L%I@21
L%EZZ
@023
L%ﬂ24
025
L%@ZB
027
028
ARI29
ARY30
A3
ARY32
AAN33
ARI34
PR35

ARI36

144.1333
144.3000
144.1667
144.3000
144.2667
144.0333
144.3000
144.3000
144.3333
144.5667
144.6000
144.9333
144.6000
144.0333
143.9333
143.8000
143.7333
144.6000

310.7402
305.8724
306.2126
303.7345
307.0299
305.8264
299.3897
305.1828
304.2989
304.8747
296.7310
293.3747
293.0759
312.9989
315.7195
315.6138
318.8920
293.0759

5212
4667
.5905
6177
.5188
.6199
7755
.6400
6941
5767
7785
.7029
.7998
4991
2418
.3556
1765
7998

.9581
.9587
9577
9575
.9582
.9575
.9565
.9574
.9571
.9578
.9564
9572
.9562
.9583
.9596
.9588
.9595
.9562

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients

N of Cases =

30.0

Alpha = .9587

N of Iltems = 36

87



e Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

[tem-total Statistics

AR 1
AAA2
AAIA3
AAA4
FAIAS
FAIA6
AAaR 7
AAIAE
AAA9

AAA10

Scale
Mean
if ltem

Deleted

37.0000
36.8667
36.7333
36.8000
36.6000
37.0333
36.9667
36.6667
36.8333
36.9000

Reliability Coefficients

N of Cases =

30.0

Alpha = .8962

Scale Corrected

Variance ltem- Alpha
if ltem Total if ltem
Deleted Correlation Deleted
25.7241 .6342 .8867
25.9126 6487 .8855
26.9609 6757 .8846
25.8207 J 155 .8810
28.1103 5019 .8943
23.6885 .7306 .8807
24.7230 7827 8757
26.6437 6382 .8862
27.9368 5274 .8929
27.1966 5808 .8898

N of Items = 10
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e Method 1 (space saver) will be used for this analysis

*kkkkk

RELIABILITY ANALYSIS - SCALE (ALPHA)

[tem-total Statistics

wilagi/11
uilegi/12
uilsgu13
uilsgil14
utlgdl15
uilsgi16
uilegi17
uilsgil18
uils3119
utle3120

Scale
Mean
if ltem

Deleted

37.0667
36.9667
37.1667
36.7667
36.8667
36.8667
37.1667
37.0333
36.7667
36.9333

Reliability Coefficients

N of Cases =

30.0

Alpha = .8797

Scale Corrected

Variance ltem- Alpha
if ltem Total if ltem
Deleted Correlation Deleted
21.5126 .7859 .8568
21.3437 1244 .8596
20.5575 .7968 .8532
23.1506 4399 .8796
22.3264 6129 .8680
21.5678 6839 .8625
21.4540 6524 .8646
21.4126 .5356 8754
2388’05 5295 8737
21.9264 4343 .8857

N of Items =10

89



e Method 1 (space saver) will be used for this analysis

*kkkkk

RELIABILITY ANALYSIS - SCALE (ALPHA)

[tem-total Statistics

L%fr]21
L%'822
L%?JZS
L%'ﬂ24
{025
L%?JZG
027

17828

Scale
Mean
If Item

Deleted

28.9333
29.0667
29.0333
28.8000
29.0667
29.0667
29.1000
29.3333

Reliability Coefficients

N of Cases =

30.0

Alpha = .8772

Scale
Variance
if ltem

Deleted

17.3057
15.7885
15.6885
16.8552
14.3402
16.3067
15.7483
16.3678

Corrected
[tem-
Total

Correlation

4206
6115
.6581
5151
8751
.8054
.7408
5132

N of ltems = 8

Alpha
if ltem

Deleted

.8832
.8651
.8599
.8740
8347
.8451
.8522
8758
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e Method 1 (space saver) will be used for this analysis

*kkkkk

RELIABILITY ANALYSIS - SCALE (ALPHA)

[tem-total Statistics

ARI29
ARI30
ARI31T
ARN32
ARI33
ARI34
ARI35

ARI36

Scale
Mean
if ltem

Deleted

29.4000
29.7333
29.4000
28.8333
28.7333
28.6000
28.5333
29.4000

Reliability Coefficients

N of Cases =

30.0

Alpha = .8404

Scale
Variance
if ltem

Deleted

14.8690
14.0644
13.5586
17.6609
17.4437
17.6966
18.4644
13.5586

Corrected
[tem-
Total

Correlation

.6563
.5822
7621
5764
4235
5787
4098
7621

N of tems = 8

Alpha
if ltem

Deleted

.8101
8278
.7934
8278
.8381
8279
.8406
7934
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