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ABSTRACT

The objective of this independent study was to explore residential satisfaction
towards service quality of public utility and security system of Laddarom Village, Chiang Mai
Project, which applied concepts of customer satisfaction and service quality evaluation.

Data collection was conducted through questionnaires distributed to totally 60 existing
residents and house owners, who paid for the infrastructure charges in Chiang Mai Laddarom
Village Project. The data was then analyzed by descriptive statistics using percentage, frequency
and mean.

The findings found that respondents were totally satisfy towards the infrastructure
quality and security system according to the concept of service quality evaluation in high level,
which they were satisfy in the high level in all 5 factors namely assurance, responsiveness,
service tangible, reliability and empathy as mean respectively.

Sub factors in each main factors which the respondents were satisfy in the highest 3
ranks were as these follows :

Assurance : project’s securities were strict in stranger coming in and going out from

the village, project’s officers mannerly and politely provided services, and the project’s securities



were able to make the residents feel safe in either their lives or their properties when they lived in
the village, which they were satisfy in high level.

Responsiveness : project’s officers fully performed to be generous and enthusiastic to
solve problems when the residents needed some helps, the officers were willing to serve for the
residents, and the officers were always ready to support or help when the residents asked, which
they were satisfy in high level.

Service tangible : the project usually used the update security accessories such as
closed-circuit television and auto doors in front and back gates, the officers politely and neatly
dressed up, and the project had got wide roads and footpaths for convenient travels in the village,
which they were satisfy in high level.

Reliability : Quality Houses Public Co. Ltd. was reputable and generally acceptable
with its good image, the officers regularly provided good services, and the officers were sincere
to solve resident’s problems , which they were satisfy in high level.

Empathy : the officers could recognize and know every resident in this project, the
officers took care and minded in each service; security and cleaning, and the officers looked after

all orderliness for the residents in good quality, which they were satisfy in high level.



