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Abstract

The purposes of this research were to (1) study the service quality of
Mahidol Wittayanusorn School (Public Organization), (MWITS), as expected and
perceived by MWITS students, (2) compare the expected and the perceived service
qualities of MWITS students and (3) compare the expected and the perceived service
qualities of MWITS students classified by personal background

This research was the survey research. Three hundred samples were selected
in accordance with Taro Yamane method and stratified sampling technique from the
whole school Mathayom 4-6 student populations of 724 of the academic year 2008.
Simple random sampling technique was also used in selecting 10 student samples for
each class, from all 30 classes within the school. The research tool was questionnaire
and ssatistical tools were percentage, means,. standard deviations, t-test, one-way
analysis of variance, and least significant difference test

The research findings results showed that (1) over all, the quality of services
as expected and perceived by the students were at the maximum level. The highest
students’ expectation was the confidence in the capability of the school personnel and
the highest perception was understanding and sympathy, (2) the quality of services both
in all and separated categories as expected and perceived by students were significantly
different at 0.05 levels, except on the understanding and sympathy in which the
expectations for service quality were higher than perceptions, thus, students were not
satisfied with the school provided service and (3) as classified by personal background,
expectations on the service quality of students who were in different levels and had
different GPA were significantly different at 0.05 level and perceptions on the service
quality of students with different genders were significantly different at 0.05 level as

well.

Keywords:: Service Quality , Expectation , Perception , Mahidol Wittayanusorn School
(Public Organization)
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Appearance of physical facilities, equipment, personal
and communication materials.
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1. Tangibles

smsfithigsasm)

5 gunsal mineml¥uins uazgulnseioasd @)
2. Reliability ﬁl;tcyc 1tlc; alzeelr:;orm the promised service dependably

4 A
uFeiie 18 luasg g s soa o vy . ,
(Aamiye e Enwenge lumsdfiRauusmsaui iddygyr 13vugnded

TELIRE . 4
) vudeiieuazgndes)

Willingness to help customer and provide prompt

3. Responsiveness :
services.

' $ 4
¥ [N Y] 1 o P [} o L1 d o
(M3ABYAIBINDYNAT) Enupulaiszsiomiegnd uaz IduSnsedsang iyl

Possession of the required skills and knowledge to
perform the service.

(msiivinee nazanuiniudludmiumsufifauuinm

4. Competence

(USRI 1NIANNAINIGTE)
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5. Courtesy

(AMUTAVYINIGTIL)

6. Credibility
@nuiFeie naleldvesd

Wusms)

7. Security

(ruasasiy)

8. Access
enyasolumsidndeuing)
9. Communication

(ANUETARREHBETI)

10. Understanding the

Customer
(madhlagnd)

Politeness, respect, consideration, and friendliness of
contact personnel.

@nugam anuinsale anmenlald wazarmuilufinsves

winamldusme)

Trustworthiness, believability, honesty of the service
provider.

@Emuitnels anmindefie anudedad arwisalaves
Aldusng)

Freedom from danger, risk or doubt.

5191970 Sups1e Ads uazauAaLAaalY)

Approachability and ease of contact.
@anuiwlumadiie uaznsinge)

Keeping customer informed in language they can
uriderstand and listening to them.

(Femsfiugnidasmuiigndudhladie uaziuilagnduane)
Making the effort to know customer and their needs.
A¥nmumoonlunisthanudingnd waznewmudhladenny

Y Y
?lENﬂﬁ‘UﬁNQﬂﬂ'l)

11 : Parasurman, Berry and Zeithaml (1990 : 21-22).
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Dimensions Word of Personal Past External
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Service Quality p e ommunication
Tangibles
Reliability
Responsiveness
Competence
Courtesy A 4
Credibility Expected
Security > Service
Access
Communication
Understanding -
the Customer Perceived
> Service Quality
Perceived
Service
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#1101 : Parasurman, Zeitham and Berry (1990 : 23).
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Tangibles  Reliability ~Responsiveness Assurance Empathy
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1. Tangibles
2.Reliability
3.Responsiveness
4.Competence
5.Courtesy
6.Credibility
7.Security
8.Access
9.Communication

10.Understanding

the Customer

11 : Parasurman, Berry and Zeithaml (1990 : 25).
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ATNN 2.3 ﬂ“]'lﬂﬂﬂ'J"l‘lJﬂl'EN:ﬂ%i]U 5 ﬂTuﬁl‘uLﬂii’NUﬂ SERVQUAL

tode MINANN

Appearance of physical facilities, equipment, personal

1. Tangibles L -
and communication materials.

asmsfidhugivan) (FnuaizvesddnasanuazaININea AT dudesld
wu gunzel winaI¥uSns uazgunsaideaseia o)
2. Reliability Ability to perform the promised service dependably
i and accurately.
(anueiiold)

@nuense lumsiuSnmsawilddyan ifugndedi

vniedeuazgndos)
Willingness to help customer and provide prompt

3. Responsiveness :
services.

1 9ar o
U RS VUSNS G a4 - . 4 v
(MIABUTUBIADHIUUINIG) (mmuAulafizsomaegndi nazldusmsednsangwul)

Knowledge and courtesy of employees their ability
convey trust .and confidence.

4. Assurance

o Y
? s v  awa
(rmifulald) (mud uazmuiidunaszvesminemlduing uaz
anuemnsovesminaufissivldganmnindedeuaziiriaal)
5. Empathy Caring individualized attention the firm provide the

customer.
9 C1 o
(anut lanazanuriueniule)

LY

msguae1leld uazms Warwauladumsdaudafiviind Wud

gné)

131 : Parasurman, Berry and Zeithaml (1990 : 28).
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Coltier (1991 81211 miun grssautindianaznians saaWmune 2550 :
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Fotuliezidlumsfuamnimusnisveq Parasuraman 130 Collier Aauitluunalumsfnm
Lad é = e ﬂ'
amn s Ifusns FeewnfSoufioulddmnn 2.4

M13199 2.4 fSouioyszAUAMAIMUIMITENIe SERVQUAL iag RATER

SERVQUAL 10 3@ RATER 5 3@
Reliability Reliability
Competence
Courtesy Assurance
Security
Tangibles
Credibility Tangibility
Accessibility
Communication

Empathy
Understanding
Responsibility Responsibility

fiun : oun grssatindia uaznans eganmune (2550 : 271)
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#1147 : Smith and Hustion (1993 : 121).
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gnssivaniidanie
14, arumdeuvesdsdmasanuazain 4.41 3.95 0.45 1.11 7.10*
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T599M13
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x SD x SD
1. dmaniniede 435 058 437 050 008  -0.18  0.85
2. AuMsAeUAUBIABRI LSS 435 053 434 054 082 028 077
3. duardiulaluaussousvesyaans 445 051 450 048 013 072 046
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ITAUY

ANUMAKTINUMNLIMS df S8 MS F Sig.

v =
1. ATUANUUNYDND

FENINNGY 2 2.637 1.318 4316% 0014
meulungu 297 90.724  0.305
59 299 93.360

2. ArumsApUAuBIRERS UUTNS

FENINNGY 2 1636 0818 2862 0.059
melungu 297 84.877 0.286
3 299 86.513

(% o
3. ﬂ1uﬂ’3111111.lhiuﬁiﬁiﬂu%ﬂﬁ)d‘qﬂﬁWﬂi

FEMINNGU 2 1216  0.608 2378 0.095
melungu 297 75.943 0.256
59 299 77.158

9 9/ = =1
4. Aua it laazanuivenriule

FEHINNGY 2 1.082  0.541 1458 0234
melungu 297 110.221 0.371
3 299 111303

5. duusmsAdiuglsssy

FEHINNGU 2 1.102 0.551 1930 0.147
melungu 297 84.748  0.285
39 299 85.850
33U
FEHINNGU 2 1425 0712 3.083%  0.047
mulungu 297 68.627 0231
3 299 70.051
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AINNUUYOOD X
4.23 4.40 4.44
Yroudnuiila 4.23 - 0.1762 0.2156*
Tseudnuyilan 4.40 - 0.0394
Tsournuyih 6 4.44 -

o/

sedfneadanszay 0.05
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4
ATLUUIRGY
ANUMAHTIRUMNUINS df SS MS F Sig.
v VA A
1. Muanuiuyede
ITNINNGY 5 2.672 0.534 1.732 0.127
melungu 294 90.689 0.308
I 299 93.360
b4 ' Yo =
2. MUMIABUAUBIABKS VLIS
3TN 5 4.387 0.877 3.141*  0.009
melungy 294 82.126  0.279
3 299 86.513
3. auanuiul luaussousvesynains
FENINNGY 5 4.204 0.841 3.388%  0.005
melungu 294 72.955 0.248
3 299 77.158
4. frunmudhlauazauiueniiule
FTNINNGU 5 6.119 1.224 3.421%  0.005
melungu 294 105.184 0358

37U 299 111.303
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15197 4.17 (AD)

ANUMANTIRUMNLINT df SS MS F Sig.
5. Amusnsfiduglosan
IEHINNGY 5 6.323 1.265 4.675*%  0.000
melungu 294 79527 0.270
39 299 85.850
373U
FENINNQY 5 4.035  0.807 3.594%  0.004
melungy 294 66.016 0225
39U 299 70.051
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3.26-3.50 434 - 0.0281 0.1036 0.1517
3.51-3.75 431 - 0.1318 0.1236
3.76-3.99 444 - 0.2553*
4.00 4.19 .
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xpdayneadanszay 0.05
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FRAZUUURDY 2.51-3.00 UANuMan JaenuamuImIausnmsiiduglsssuiesnn
STAUTWAZUUUNAY 3.26-4.00 TTAUFNATUUUNAY 3.01-3.25, 3.26-3.50 Lo 3.51-3.75 1
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M15719% 4.22 M5Uf5EUMEUANULANAIVBIAUNTNLTMIMUANVAIANIL IUUNATY

v o/ A oA
i'lfJ"lﬂ"Ui’Nﬂ5§J‘Uﬂ53mﬁﬂ¢l'€lmﬂu

ANNMAK TINUNNYIMS df SS MS F Sig.

v oA A
I. ATUANUUATIND

ITNINNGY 4 0.890 0222 0710 0.586
mulungy 295 92.471 0313
5 299 93.360

2. MUMITADUAUBIABASUVINT

LY

FTNINNGY 4 0974  0.244 0.840  0.501
melungu 295 85.539 0.290
59 299 86.513

3. swanuiuleluaussouzvesynans

IENIINQU 4 0.810 0.203 0.783 0.537
mulungu 295 76.348 0.259
59U 299 77.158

9 ¥ o d
4. fuanudlanazanurveniule

FENTNNGU 4 1.184  0.296 0.793  0.531
melungu 295 110.119 0373
3 299 111.303

a
5. auusnisfiiuglsssy

ITNINNGY 4 0.324 0.081 0279  0.891
mulunqu 295 85.526  0.290
39 299 85.850
BRI
ITNINNGY 4 0684  0.171 0.727 0574
molungu 295 69.368  0.235

EPHY 299 70.051
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A13199 4.23 MIToURNIUANULANANYDIAUMWUTMIAUNITUS TWUNALINEA

U

MI3UIRUMNLINS NAYIE INAN
— _ Sig t p
x SD yx SD
1. upauniugedie 431 052 418 047 014  218%  0.02
2. MunseeuTUBIRedS UUTN 420 047 404 043 016  294* 0.0
3. é’mmmﬁu‘lﬁﬂuﬁmmuzﬂuamﬂmﬂi 438 057 425 046 004 210+ 003
4. Swanuwdhlaazanudiveniuly 440 055 434 047 011 088 037
5. amuimsfidiugilsesu 428 048 428 041 012 001 098
39 431 044 422 037 010 1.8 060

{ 1 o a a o o
1INAT19N 4.23 WU UNGouTSATIUNAA MY IDl (DIANITUVIFU)
mrmelimssuidenaumwuinsamuanuingedie MumsaeuduededsuYTMI uay
aunnuiulluaussouzvosynaing mnnndunemgaenaiisddynIadanssa 0.05

' b4 b (1 =1 =1 41 9/ a 2 ;:I 1J l:l ' v )
TIUATUAINMVT LBUASANUAUBNAUNU LT LAZATUUITMINUUIUTITY [NUanaNnu

b4
o o

A1519% 4.24 MIToVNLVANULANANVBIAUNNUTMNMIAINMTTUS IMUNANTTAVTY

L)

A3

m33uinaunmuinmg df SS MS F Sig.
v VoA A
L. ATUANUUUYDOD
ITNINNGY 2 1399 0.699 2730 0.067
melungu 297 76.093 0.256
39 299 77.492

2. ATUMSABUAUBIRBRTIDTNIS

SENINNGN 2 0.554 0277 1266  0.284
melunqu 297 64.995 0219
30 299 65.549

3. ﬁ'mmmﬁu"lﬁﬂuﬁmmuzﬂuamﬂmns
FENINGY 2 0.182  0.091 0309 0734
melungu 297 87.589  0.295
3 299 87.771
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MIFURUMNLINS df SS MS F Sig.
4. drunrdhlasazarusiuendiuly
STNINNGU 2 0.018  0.009 0.033  0.968
melungy 297 83.152  0.280
59 299 83.170
5. dmuSmsfiiugisssw
ITHNINGY 2 0019  0.009 0.045 0956
melungu 297 62.885 0.212
3 299 62.904
39U
FEUINNGN 2 0.151 0.076 0416  0.660
mylunqu 297 54.021 0.182
3 299 54.173
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M1319% 4.25 MIfSoufsuaNuLANAIYBIAUATNUSMTAINMSTUS Suna1y
4
AZUUUIRDY
MIuinummuINg df SS MS F Sig.
b4 A A
1. MUANUUNYDND
FENIRNGY 5 1794 0359 1394 0226
melungu 294 75.698 0.257
59 299 77.492
V. " Yo o
2. ATUMIABUTUBINBHTULINIT
FTNINNGY 5 1.746 0.349 1.609  0.157
melungu 294 63.803 0.217
5 299 65.549
3. auanuiulvluaussouzvesynains
IENINNGY 5 2361 0.472 1625 0.153
melungu 294 85.410 0.291
5 299 87.771
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M3FUIAMUMHLIMS df SS MS F Sig.
4. é’\'mﬂqmLi’fﬂmtaxﬂmmﬁuamﬁuh
ITNINNGY 5 1.840  0.368 1330  0.251
melungu 294 81330 0277
3 299 83.170
5. dmusmsfidugusssy
FTHINNGU 5 0.560 0.112 0.528 0.755
melungu 294 62.344 0.212
3 299 62.904
33U
FENINNQU 5 1.291 0.258 1436 0211
mulungy 294 52.881 0.180
3 299 54.173
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o s oA
ATOUAT ANAUADIADY
MISuinunINLIng df SS MS F Sig.
b4 A A
1. AMUANUUNYDND
FEMINNQY 4 0.649 0.162 0.623 0.646
melungu 295 76.843 0.260
59U 299 77.492
2. AumsAeLTUBIRBAS UUTNS
ITHINNGY 4 0.819 0.205 0.934 0.445
melungu 295 64.730 0219
R0 299 65.549
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#135199 4.26 (91D)

MIFuiRUMHLIMS df SS MS F Sig.
3. w’ﬁummﬁ'u‘lﬂuﬁmmuzmamﬂmﬂi
ITNINNGY 4 0.238 0.060 0.201 0.938
melungy 295 87.533 0.297
3 299 87.771

Y Y o o
4. aanudn latazanumveniuls

FEMINNGY 4 0.465 0.116 0.415 0.798
melungu 295 82705  0.280
59 299 83.170

5. amvsmsfiflugilsssy

ITNINNGY 4 0.151 0.038 1.78 0.950
mulungu 295 62753 0213
3 299 62.904
PP ]
FTMINNGY 4 0256  0.064 0350  0.844
melungu 295 53.917 0.183
5 299 54.173
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