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Abstract

This research had three objectives: (1) to examine the levels of reality and
expectations of the public regarding the use of public services through the online
system of the Huai Khrai Subdistrict Administrative Organization, Mae Sai District,
Chiang Rai Province; (2) to compare the reality and expectations of the public
toward the use of online public services; and (3) to compare the service delivery
channels, namely the website, Line Official Account, and Facebook of the Huai
Khrai Subdistrict Administrative Organization. A quantitative research method was
employed with a sample of 346 respondents. Data were analyzed using
percentage, mean, standard deviation, and the Paired Samples t- test.
The findings revealed that: (1) the reality level of online service use was at a
moderate level; (2) the expectation level was at the highest level; (3) overall,
reality and expectations differed significantly; (4) in terms of service channels,
expectations through the website, Line Official Account, and Facebook were
higher than the reality experienced, with the Line Official Account showing the
greatest mean gap; and (5) both the comparison between reality and
expectations, and the comparison across service channels, showed statistically

significant differences at the .01 level.
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(X = 3.18, SD. = 0.662) wazdwiiianadetosiignie fumiubuzusssuvesssuy
(X = 3.14, SD. = 0.627) A5 1

A1319 1 wasauAaie daudeauuninsgiu waznisulsua Auduaseniy
ANUAALTIUYIUSTYIBURINIT I USN1TaIs 1Tk Uz UUaaulativaeaeAnIs
USunsaausuaiaelal

N3 X SD. wlana

1. fnuRnmnIsliusng 3.18 0.662  Uwunans
2. inupudugusssuvesssuy 3.14 0.627 Urunans
3. fhumnsiidedeuaglindalunsléuins 315 0709  Ywunans
4. PUABUAUDIAIINABINTVRINITUINT 3.19 0.648  1Uunan
Wa 3.17 0.621 Urunang

2.3 ¥AUANNAIANIINDIUTEYBURBNSITUSNTANe s ST UURRU aYeY
04An1sUTNITAIuRIvaielaf egluseduniniian (X = 4.58, SD. = 0.324)
idlefansandiazsienisnuiduiiiidadegeande funeuausIANfeINTYRe
flFU3N13 (X = 4.62, SD. = 0.356) 83a3uAe Fuaa MmNl (X = 4.58,
SD. = 0.374) wagsuAuduusssuresszuy (X = 4.55, SD. = 0.362) F19154 2

AN 2 HATINANRAY §UdBIUNINNTEIY wazMIHUSHE ANUAINRIIUBIUsEYITL
fN13IUSNITE1515ULHUSTUURaUlalvaIR9ANIsUSNSauRUaiaglaS

N9 X SD. wlawa

1. fuAunMNSIIUSMS 4.58 0.374 wniign
2. snuerndugusssuvesssuy 4.55 0.362 wnila
3. fhumnmindedeuaglindalunsléuins 457 0.400 wniign
4. UABUAUDIAINABINITVRINITUINNT 4.62 0.356 wniign
Na 458 0324 anilgn
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2.4 msiSeuiisusyningseauanuduasauayseAuauAInnIweUsE v TUse
mslusnisassasiuszuvseulativesssdnisusmsasivaielad wuin e
fisanlunmsinseiuanuduasauasseauanumaniawealseuvudenisidusnng
assazrussuveaulatvetesrnsuimsdiusivamela’ Sanuuananeiu egned
ﬁaﬁﬁzyjmmﬁﬁﬁwﬁu 0.01 (t = -25.49, Sig. = 0.000) IngnuinszauALuasedl
ARABLYINTU 3.17 (SD. = 0.621) FediA1s1nI1ARAsYeIIZRUAIILAIANS VBT
Uszanvu fiflanedewiniu 4.62 (SD. = 0.252) Wefinnsanflarsenisnuin fuay
Undedowarlindalunislduinis fdwssanadosemnessduanududuarszeu
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ddvahelad 1nflan (@usadiade = -1.47) sesasdesuanudugusssuves
SEUU (dausineeniade = -1.46) uaziuaanmnsliuinig fdussaadeosdign
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A9 3 MSUTIUIEUTENINNTEAUAMUD DT ILALIZAUANNAINNIIIUTZ U BU
fN13IUSNITE1515UHUSTUURaU a1 veI99ANISUSMNSaURUaiaelAS

SLAUAN  STAUAIY d9u  Paired t-test
Wuasa ANANIS #9

X SD. X SD. Al t Sig.

1L AuAuAIwNIsliUSNS 3.8 0662 461 0323 -1.42  -23.17 0.000
2. puenandugUsssuves 3.14 0627 460 0301 -1.46 2479 0.000
PUU

3, gauenuddedionas 315 0709 461 0323 147 2151 0.000
Tndlalumsldusnig

4. ATUABDUAUDIALNN 319 0.648 4.65 0305 -1.45 -2501 0.000
oISV lIUINg

WA 3.17 0.621 4.62 0.252 -1.45 -25.49 0.000

2.5 mswWSeuiiguseningdeamanisiiusnisaisisagenu Luled Line Official
Account uag Facebook vesasAnsusimsausuamalas Tuninsiu nuinussvvu
fsrdunnumanidumsuuimsiuiatemisgenitssduamdusieildsy
Tnetosnng Line Official Account fidnadsrnunduaiavindu 2.95 uazauainnds
Wiy 4.74 dausnadedenndign egil -1.79 (t = -12.88, Sig. = 0.000) 583A3N7AD
gosmaiulesiianadoanuduasarintu 3.72 wazanumaniavindu 4.64 dausig
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A a

AeABegil -1.41 (t = -17.88, Sig. = 0.000) wartesa Facebook FlAaaanduaie
winiu 3.21 uagAanuaaviainiu 4.60 dwudwedetdesiian egi -1.39 (t = -22.11,
Sig. = 0.000) F4M1319 4

A5 4 NMSUSEUEUTEINNYaenIsiusN1sans1saszeinu LIUles Line Official
Account wag Facebook ¥8983An15USHNsdunuanielad Tuninsau

FBIN PAUAIN  FEAUAIN  d9U  Paired t-test
Wuas ANANTS 9
X SD. x SD. Aweds  t Sig
Vulad 3.72 0641 464 0254 -141 -17.88 0.000
Line Official Account 295 0.790 474 0.214 -1.79 -12.88 0.000
Facebook 321 0585 460 0.260 -1.39 -22.11  0.000

2.6 asUnansnadeuaLNAFIUNNTIT WU Wenaasuiuadflseyuuldn
auudgiunisAineideanuduaiazanuaianisvesusssrvusenislduinig
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18 TellaenadesiunuIAnYes Parasuraman, Zeithaml way Berry © 3al@wmiun
IRUTEYBLE SERVCMJAL.%q%iﬁrﬁudﬁqiuﬂwwmaquﬁﬂWiawmwiafmlﬁaﬂﬂﬁaquQizmiﬂq
auAtavts funsfudfiAntuate nstaneuinisfisadestunasgiivserud
Auaaviagdlunivesnulusela anuwiugl uwarAuTIngg wazdaenadaaniy
NAUITEYes wuadn Amng wazane” IiAnyideEes mnumaniweaiuuinsd
uma@fuﬂﬁwﬂﬁiTmu5ﬂ15§iﬂaiaaLwa1uummﬂgauwwumwuﬂsImauamqﬂﬁsaQﬂ Anwiay
memfsvesiuuinsiisennnmnsliuinissstaleamaluumniammamuas wa
MsfnwInud Ansmaniawesdfuuinisifinenunimnsliuinsgsialeamaly
amsameglusefuanniian wuin anuaanisesiiuuimseglussdumniign 4
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Uiy

2. Aadssziueuiuateglusziuunanauagiidesinags wanslidiuin
nseenuuuszuuilineuland wu anaaies n1ssesiugunssl wazdiionisliaud
Faau Fafenanuwandsegadiveddaynadalusedu 0.01 Weiduandliifiuinszuy
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6 Parasuraman, A., Valarie A. Zeithaml and Leonard L. Berry, "A Conceptual Model of Service Quality
and Its Implications for Future Research," Journal of Marketing 49, No.4 (September 1985): 41-50.

" wugfn agmng wasan, “anumanimesiiuuinisiiidenmnimmsliuinisgsialeamaluin
NIUNNIVNUAT,” 2950750I59ANITUSZNISHRILT 1491 TNEaeTI99)gUaTIvedl 8, a.1 (UnsAu — guiey
2564): 65-79, https://s006.tci-thaijo.org/index.php/JMDUBRU/ article/view/249709/168936, dududle
18 AR 2568.

8 Richard Heeks, "Information Systems and Developing Countries: Failure, Success, and Local
Improvisations," The Information Society 18, No.2 (January 2002): 101-112.

? a5l Auds, “n1sUssdlumamSaessUUENISAANINSBEAseinduuyYinadenlesdaya
Waasavealne,” GnendnsUSyaumdada auzdguszamaumans univendudiodlnl, 2558), 130-
134, https://shorturl.asia/2zICJ, ﬁuﬁmﬁa 18 W wn1AN 2568.
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