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ABSTRACT

The objective of this study was to study member’s satisfaction towards the role of the
Federation of Thai Industries Kanchanaburi. The study were conducted by using questionnaires
“completed by 75 members of the Federation of Thai Industries Kanchanaburi. The collected data were
analyzed by descriptive statistics and presented in the form of frequency tables, percentage, and
average value.

The study found that most of the respondents were male who hold bachelor degree, aged
between 35 — 40 years old. Most of them were the business owner. They had a high level of
expectation towards the components of service quality which were reliability, empathy, assurance and
responsiveness respectively For the perception of performed services towards the role of the
Federation of Thai Industries Kanchanaburi; they scored at a moderate level, arranged by highest score
to the least; reliability, empathy, assurance and responsiveness, respectively.

Comparing with the mean score of the respondents’ expectations and the mean score of the
perception of performed services from the role of the Federation of Thai Industries, the study found

that the mean score of the expectation was higher than the perception. In conclusion, the members of



the Federation of Thai Industries Kanchanaburi had the expectations on service quality differed from
the perception of performed services which this result can be interpreted as dissatisfaction of the

member.,



