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COMPARISON BETWEEN EXPECTATIONS AND PERCEPTION OF SERVICE QUALITY
OF TOURIST POLICE IN BANGKOK METROPOLIS

Miss Chutimon Bungklang and Assistant Professor Kritiya -Rangsom

ABSTRACT

The purpose of this independent study was to study-the comparison between expectations and
perception of service quality of tourist police in-the Bangkok Metropolis. The sample groups in the study
were 400 foreign tourists who used the service of tourist police in Bangkok. The tool used in the study was
the questionnaire while descriptive statistics-including frequency, mean, percentage, and standard deviation
were used to analyze data. Inferential statistics were intended for hypothesis testing using Independent

Samples t-test to find variance between two sample groups. One-way ANOVA was used to test sample
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groups of more than two. Any variance found was tested in pairs using the Least Significant Difference (LSD)
technique with a statistical package.

Results of the study revealed that most of the respondents to the questionnaires were female
aged 21-30, holding a bachelor’s degree, earning their living as company employees, each receiving a salary
of 1,001 to 2,000 US dollars a month. They were mostly American nationals, staying in a hotel for a period
of 1-2 days, and were first-time visitors to Bangkok. Their budget for the sightseeing was lower than 1,000 US
dollars, and they travelled by bus.

In general, the respondents to the questionnaires were satisfied with the expectations and the
service quality of tourist police at a high level. The comparison showed that the difference in tourists’
expectations of service quality of tourist police affected the perception of service quality of tourist police at
different levels. Looking into each aspect, the study showed that understanding and acquaintance of tourists
created the highest level of difference, followed by response to needs, concrete service, trustworthy and
reliabilities, and assurance of confidence, respectively.

Keywords: tourists, tourist police, expectations
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