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6205657 . Huiqianli
Dissertation Title . The Quality of Public Employment Service of the Department of

Human Resource, Nanning City, The People’s Republic of China

Program . Doctor of Philosophy in Public Administration
Dissertation Advisor : Assoc.Prof. Pathan Suvanamongkol, Ph.D.
Abstract

The purposes of this study were 1) to study the quality gap of public employment services
for students of the Department of Human Resources, 2) to study important problems contributing
to the quality of the public employment service for students of the Department of Human
Resources. Based on the SERVQUAL model developed by Zeithaml, Parasuraman, & Berry
(1988), there are five dimensions of service quality measurement comprising tangibility,
reliability, responsiveness, assurance, empathy, and new public service (NPS). The study was
conducted using mixed methodology of both qualitative and quantitative methods through
documentary research, structured interview, and questionnaire. The data of questionnaire were
collected from 464 students, while interview data were collected from 10 students and 6 staffs.
The results are as follows: 1) The quality gap in tangibility was 11.65 percent of expectations and
ranked first. The quality gap in reliability was 11.4 percent of expectations and ranked second. The
quality gap in responsiveness was 10.83 percent of expectations and ranked third. The quality gap
in assurance was 8.64 percent of expectations and ranked fourth. The quality gap in empathy was
7.5 percent of expectations and ranked fifth. 2) The main problems analyzed are as follows: the
services lack diversity, the personnel lack technical knowledge, the services lack modern facilities;
and participation in the services of social organizations is not enough. The suggestions of this
study are as follows: to find new services with artificial intelligence and other technologies, to
recruit personnel with technical knowledge, to use new media to develop facilities and to subsidize
social organizations to participate in the recruitment

(Total 120 pages)

Keywords: Quality, Public Employment Service, Department of Human Resources, Nanning City
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2.10.1 Nordic Model of Gronroos
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2.10.3 SERVQUAL Model of PZB
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@15 190N 4.5 Total Variance Explained

Eigen % of Variance(Rotated)
Fac
Eigen Cumulative Eigen Cumulative
tor % of Variance % of Variance
value % of Variance value % of Variance
1 5.904 34.732 34.732 2.797 16.453 16.453
2 1.834 10.786 45.518 2.720 15.998 32.451
3 1.727 10.157 55.675 2.307 13.568 46.019
4 1.441 8.479 64.153 2.169 12.758 58.777
5 1.244 7.320 71.473 2.158 12.696 71.473

6 0.569 3.347 74.820 - - -
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@1519% 4.5 Total Variance Explained (GIIE])

Eigen % of Variance(Rotated)
Fac
Eigen Cumulative Eigen Cumulative
tor % of Variance % of Variance
value % of Variance value % of Variance
7 0.511 3.008 77.829 - - -
8 0.467 2.747 80.576 - - -
9 0.452 2.657 83.233 - - -
10  0.443 2.608 85.841 - - -
11 0.412 2.421 88.263 - - -
12 0.385 2.264 90.526 - - -
13 0.361 2.126 92.652 - - -
14  0.347 2.040 94.692 - - -
15 0.326 1.917 96.609 - - -
16  0.306 1.798 98.406 - - -
17 0.271 1.594 100.000 - - -
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Q13190 4.6 Factor loading (Rotated)

Factor loading

Name Item  Factorl = Factor2  Factor3  Factor4  Factor5 Communality
Perceived Al 0.812 0.734
Tangibles A2 0.808 0.764

A4 0.806 0.687
Perceived Bl 0.750 0.647
Reliability B2 0.790 0.682
B3 0.796 0.687
B4 0.788 0.689
Perceived Cl 0.852 0.763
Responsive  C2 0.846 0.798
ness C3 0.821 0.739
Perceived D1 0.780 0.726
Assurance D2 0.802 0.718
D4 0.811 0.730
Perceived El 0.796 0.718
Empathy E3 0.784 0.690
E4 0.790 0.688
E5 0.792 0.691
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Expected
3.555+0.530 3.750+0.525 3.865+0.487 8.885  0.000%**
Quality

* p<0.05 ** p<0.01 *** p<0.001

A1519% 4.12 One-Way ANOVA v04U3eane 19134

521nna1v19%1(Mean=S.D)

- 5 - r p
MeMIn=159)  aefail(n=171) U (n1=134)
Expected Quality 3.7544+0.556 3.736+0.478 3.758+0.544 0.078 0.925
* p<0.05 ** p<0.01 ¥¥* p<0.001
713199 4.13 One-Way ANOVAU8431UIUATI1H1U3 3
uunTIl9U3n5(Means S.D)
Z 2 z 3 p
1-2 A39(n=94) 3-4 ATN(n=252) 5 mwu"lﬂ(n=118)
Expected
3.499+0.527 3.739+0.489 3.968+0.505 23.035 0.000***
Quality

* p<0.05 ** p<0.01 *** p<0.001
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A15199 4.14 Paired t test

Paired (Mean +S.D.) Mean difference

Name t 4
Paired1 Paired2 (Paired1-Paired2)
Perceived Tangibles-
3.329+0.975 3.768+0.882 -0.439 -8.070 0.000%***
Tangibles Expected
Perceived Reliability-
3.411+0.923 3.850+0.873 -0.439 -9.321 0.000%***
Expected Reliability
Perceived Responsiveness-
3.293+0.961 3.693+0.877 -0.399 -7.683 0.000%***
Expected Responsiveness
Perceived Assurance-
3.370+£0.972 3.689+0.975 -0.319 -6.520 0.000%***

Expected Assurance
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A15197 4.14 Paired t test (G]IE])

Mean difference
Name Paired (Mean £S.D.) t p
(Paired1-Paired2)

Perceived Empathy—
3.441+0.931 3.720+0.937 -0.279 -5.779 0.000***
Expected Empathy

* p<0.05 ** p<0.01 *** p<0.001
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