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640620093 : Major EDUCATIONAL ADMINISTRATION
Keyword : SERVICE QUALITY

MISS Ganchanit PANPETCH : SERVICE QUALITY OF SCHOOL IN HUAI SAI NUEA-
SAM  PHRAYA NETWORK CENTER UNDER PHETCHABURI PRIMARY EDUCATIONAL
SERVICE AREA OFFICE2 Thesis advisor : Associate Professor Dr. Mattana
Wangthanomsak

The purposes of this research were to find: 1)service quality of school in
Huai Sai Nuea-Sam Phraya Network Center and 2)the development guidelines for
service quality of school in Huai Sai Nuea-Sam Phraya Network Center. The samples
were 63 teacher and School board committee in Huai Sai Nuea-Sam Phraya Network
Center. The research instrument was a questionnaire, regarding service quality based
on Parasuraman, Zeithaml and Berry’s concept. The statistics used in this research
were frequency, percentage, arithmetic mean, standard deviation, and content
analysis.

The findings were as follow: 1.Service quality of school in Huai Sai Nuea-Sam
Phraya Network Center, as a whole and individual, was found at the highest level,
ranking from the highest mean to the lowest mean: assurance, empathy, reliability,
responsiveness and tangibles, respectively 2.The development guidelines for school
in Huai Sai Nuea=Sam Phraya Network Center were 1)tangibles: develop and maintain
buildings to be clean, safe, convenient, and adequate; provide technology and
computer equipment 2)reliability:development of educational services using the
information system and technology in operation and develop teaching and learning
by teachers that correspond to major subjects 3)responsiveness:provide additional
channels for receiving opinions from service recipients, then improve, develop, and
plan to solve problems; respond to the needs of service recipients conveniently,
quickly, and willingly. 4)assurance:provide personality and skill develop training to
enhance the impression of service recipients. 5)empathy:develop a student support
system to address various student problems; develop teachers to place common

interests above their own and listen to the opinions of all parties.
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"“Joel D. Wisher and William J. Corney, “Comparing practices for capturing
bank customer feedback-Internet versus traditional banking”, Benchmarking: An
International Journal 8, 3 (2011): 240.

15Robert C. Lewis and Bernard H. Booms, “The marketing aspects of service
quality”, Emerging Perspective on Services Marketing, (Chicago: IL, 2009), 99-100.

16A. Parasuraman, Valarie A. Zeithaml and Leonard L. Berry, “five Imperatives

for improving Service Quality” Sloan Management Review, (1990), 29-38.
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2OP. Kotler and K.L. Keller, Marketing management, lllth ed (New Jersey:

Pearson Education, 2012).
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A, Parasuraman “A Conceptual Model of Service Quality and Its Implications
for Future Research,” Journal of Marketing 49 (1988): 14-15.
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31A. Parasuraman, Valarie A. Zeithaml and Leonard L. Berry, “A Conceptual
Model of Service Quality and its implications for future research”, Journal of
marketing (1985), 41-50.
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“Muhammad Ali and Syed A. Raza, “Service quality perception and customer
satisfaction in Islamic banks of Pakistan: the modified SERVQUAL model” Total
Quality Management & Business Excellence 5, 6 (November 2015): 559-577.



32

Va0 uT Rzt gUTuUseuniaganagnsiiionin1susul s wivinnsusudsamada

U =

i N v a ' 50

SERVQUAL 7iaueagiiiun1seausuisnsseninandunisiin

dlownsa (Leonnard) liAnw13duises Usednsaimues Servqual  tieinAmnImn
vin1stuuminendeienyu wudt Yadendniidsnsnadeainuisnelavesindnwily

a o Ao v 1% A A 1% % 1% =
wuningrdeenvuniudeslauaziveiiald Usenaudie 1) viesussengfagainguiy 2)
o o Y sl 1% o awva v v A ¢
Viesayailiigana 3) MmanvaliiSeusesvomtnau 4) n1sufuRneidminiuazenanse
aglillionU R 5) yrainsuare1TdianuiauaINTags kag 6) N15UINITIYINIGN
wingaulag unIne de. anuiawelavedndnwidetadmailaziilugaiuasindnisie
WINFEN19eN Usen1sanving MIInAmMAInUIN1SHIY SERVQUAL dutdeulugiue
wuudadlunsianansenuanunInuInIsluuINIsNIsAng AdAY: aaudnwl Ay
A W Inerdeienvuy AEenela SERVQUAL &g 6) NM13USnsivnsimvangauves
wIngde anuianelavesindnwisdedadumdrlaviluganuassndnfdeuninedy
M990u Usen1sannig N1sinamnmuInIsHIy SERVQUAL Wugdeulugiuzuuuiasdluy
N13IANANITENUVDIAUNINUTNITIUUTAIINSAN Lagn1suTNITIVINSAMUTaNveq
wIngde anufianelavesindnwineladewmarlastludainuassninfdeuinedy
v 51

VINERH

ks (GOUMAIRI) wazpaie LdAnwinisusegndldiuuiiass SERVQUAL dwmsuns
Usziflugaunimnisudnistunisfineissavaaufnwivedusenta: lsasewimnssuasiseus
Junsdlinen nguiieg1eesdnBousinlsaseuiamnssuasisas fa1saninesruszneu
NN MINANTZNIURBAMATNNITUINISUINTIER sratngliwnluosdiamiuneisiuuin
Fuluiifwan e Usulssnaninnsusnisiasasd Luudtaes SERVQUAL miluldiussuy
NsAnYILaNITANSEAURANANYNRINEIBTY ayaInlvinUsinanliinunimlnenis

TPY997319581319N155U3V8 U NITHULATAUAIANITIVOININLYNHBAITUTN 5917 ST

5ORailya B. Galeeva, “SERVQUAL application and adaptation for educational
service quality assessments in Russian higher education” Quality Assurance in
Education 24, 3 (2016): 329-348.

51Leonnard, “The Performance of Servqual to Measure Service Quality in
Private University,” Efficiency and Responsibility in Education and Science 11, 1
(March 2018): 16-21.
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**Ouissal GOUMAIRI and other, “Application of the SERVQUAL Model for the
Evaluation of the Service Quality in Moroccan Higher Education: Public Engineering
School as a Case Study” International Journal of Higher Education 9,5 (2020): 223.

*Mohamad T. Sibai and other, “Service Quality and Student Satisfaction Using
ServQual Model: A Study of a Private Medical College in Saudi Arabia” International
Education Studies 14, 6 (2021): 51.
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Case Processing Summary

N %
Cases Valid 30 100.0
Excluded® 0 .0
Total 30 100.0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized
Alpha Items N of Items
941 944 25

14



Item-Total Statistics

78

Squared Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Multiple Alpha if Item
Item Deleted if Item Deleted [ Total Correlation Correlation Deleted
X1 104.8667 105.844 .532 .940
X2 105.4667 104.740 .543 .940
X3 105.3667 103.826 .700 .937
X4 105.0667 105.995 .468 .941
X5 105.3667 99.757 .648 .939
X6 105.0000 100.069 .884 .934
X7 104.9000 103.059 .783 .936
X8 104.6667 107.195 .566 .939
X9 104.9000 102.852 .699 .937
X10 104.6000 106.938 .582 .939
X11 104.6667 103.333 .806 .936
X12 104.7333 104.685 .715 .937
X13 104.6333 104.999 677 .938
X14 104.5667 106.806 .660 .938
X15 104.8000 104.855 .666 .938
X16 104.5333 108.809 .488 .940
X17 104.4333 107.426 .635 .938
X18 104.3333 110.299 491 .940
X19 104.3333 110.851 429 941
X20 104.5667 107.909 .641 .938
X21 104.4333 108.875 449 .940
X22 104.5667 107.909 .641 .938
X23 104.5333 108.878 .550 .939
X24 104.7000 107.597 .685 .938
X25 104.3667 110.792 415 941
Scale Statistics
Mean Variance Std. Deviation N of Items
109.1000 114.921 10.72011 25
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