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Abstract

The purpose of this research is study guidelines for developing information service
quality, survey opinions about problems in information services and analyze the quality of
NBTC's information services. The sample consists of users of replicated online services, with
300 people selected for questionnaire research and 20 people for interview research. The
research concluded that replicated online services problems are often encountered in the
document submission process. The service users expressed their opinion that replicated
online services manuals are difficult to understand, there was a problem in submitting

incomplete documents, surveying service users to improve service quality there are no
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updates yet and difficult to contact officials. The guidelines for developing information
service quality from problems encountered to edit and improve the manual with detailed,
reduce replicated online steps, redesign the program, there is a contact number for the

officer's responsible office and increasing access to replicated online information.

Keywords: replicated online services, information service, guidelines for developing the

information service quality
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