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ABSTRACT

This study aimed to examine the difference of the satisfaction level of entrepreneurs toward
the services of Industrial Promotion Center Region 9, Department of Industrial Promotion,
classified by business characteristics of entrepreneurs; and to examine the factors of service quality
affecting satisfaction of entrepreneurs. The questionnaire was used for the survey in the samples,
i.e., 400 entrepreneurs using the services of Industrial Promotion Center Region 9, obtained by
nonprobability sampling and convenience sampling. The statistics used were frequency,
percentage, mean, SD, One-way ANOVA, and multiple Regression Analysis

The findings revealed that entrepreneurs of business establishments as registered juristic
persons had different levels of satisfaction with the services of the Industrial Promotion Center
Region 9, from the entrepreneurs of other business establishment forms, i.e., community enterprises
and other forms specifically regulated by the related acts. Entrepreneurs forms had higher levels of
satisfaction than the other groups of entrepreneurs because this group operates businesses together.
Therefore, they can join a project of the agency throughout its course. Also, they are able to use
local resources for further extension until the desired outcomes are achieved. These outcomes could
be connected with networks for actual local benefits. As for the linear regression analysis of the
factors affecting entrepreneur satisfaction, i.e., empathy, assurance, responsiveness, trust, and
tangibility, it described the overall satisfaction variation as being at 68%. To clarify, empathy and
assurance positively affected overall linear satisfaction with the services of the Industrial Promotion

Center Region 9, with a significance level of 0.01, respectively.
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1. One-Way Analysis of Variance - ANOVA
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{ 1 a Jd 1 a
(Service Quality) NiinaaanmNane Ty luuFmsvesguiduasugadImnssu

MAN 9 nsudUAsUIARIMNI SN YeIRITZNo UM

Sum of Mean
Model df F Sig.
Square Square
Regression (N150ADDY) 99.78 5 19.957 173.256 0.000%**
Residual (ANWAAIAIAGOY) | 4538 394 0.115
57U 145.17 399

wanenwe): *NsdAy mqﬁﬁﬁ N52A1 0.01
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Multiple R = 0.829a R Square = 0.687 Adjusted R Square = 0.683 Std. Error = 0.339
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