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Abstract

This research article is to study the influence and prediction of educational service
quality elements on students’ satisfaction. Students’ satisfaction currently is a major reason
for improving the development approach of educational service quality of government
and private university in Thailand. Consequently, the researcher used a questionnaire
and collected 709 of the university students and analyzed the data by multi-regression
analysis.

The research results revealed that: the elements of university service quality
influenced and predicted significantly to students’ satisfaction. Moreover, the elements
of service quality in terms of assurance, empathy, reliability, tangible and responsibility
influenced significantly and simultaneously to students’ satisfaction at F = 122.07 (Sig.

000), R* = .46 and accumulation error = 52%.

Keywords: Exploring Students’ Satisfaction; Educational Service Quality

1. umin
NTUYITUVDIFITUNTANWINAIY
dudutuilanlugiunisinuatindne il
wazas1eanuaulalrundndnwilvd vinli
@mmwu'%mimsﬁﬂmLﬁuﬁau%maaamﬁ’u
N13ANEILUNISYINAMUENAAINABINSUD
thAnwuazimunismsGousifiethlugam
Nawelavesindnw (Students’ Satisfaction)
dlosanmsanevilidnAnwiimsyensuids
u1n (Positive Perception) TuamnInu3ng
(Service Quality) thldgnnanualiBauinves
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WwIfn (Concept) AfnsléEs N
Qﬁumwu%mimiﬁﬂm (Education Service
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warUfjUuRvesan1dun13fnyl (Sharif &
Kassim, 2012)

Yozl Silvestri, Aquilani, & Ruggieri
(2017, pp. 55-81) a%mmﬁmﬁugmmwu’%mi
(Service Quality) MJumsuseidiuvseviauai
(Attitude) AfAMudURLSIUNISUSMTIANE
u,azL?Jumil,l,amaaﬂﬁwmsuaqqﬂﬁ’h 9g19ls
Anu Aannu3nistunianisfine (Service
Quality in Education Sector) fin15ialuau
#ineq Tuansnstuuaziinaiilinsd (Oliveira &
Ferreira, 2009) iaz Leonnard (2018, pp. 16-
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21) 144 SERQUAL wite¥auaznennsainuiia
Wala (Satisfaction) vestinAne UenINIUEN
Gruber et al. (2010, pp. 105-123) 83U
Auitenela (Satisfaction) InduAdrug
(Happiness) Aistumendnmslauuins
(Service) Mm1uAUAINNIY (Expectation)
Y8IN1TEaUSUVRdaryAAa (Individual’s
Perception) Aufisweladadunisuseiiiu
AMAUINS (Service Quality) nUsyaunsel
YOUNANY Wy Sapri, Kaka, & Finch (2009,
op. 36-51) IfeSuasiindiudi dhdnendinany
ﬁqwaiw%hiﬁawaiaﬁuagﬁuﬁmﬁwﬁﬂ (Mind
Set) LﬁIEJ’JﬁU@mﬂ’lWU%ﬂ’li dlesnuszaunisel
FInvesindnuiluszninediviinisine
dulvuegfumnufimelalunmamuinis
(Hasan et al., 2008, pp. 163-175) aealsAnny
Aufanelavesdndnen (Students’
Satisfaction) %uagiﬁ’wmaﬂa%’a Wy AU
uAnsnadufiugu (Background) Yanssau
(Culture) (Tian & Wang, 2010, pp. 62-72)
swuiepnuisnelavestindnwl (Students’
Satisfaction) ﬁﬁma&iaﬂmmwﬁmi (Service
Quality) 983115U3M15115ANEN (Educational
Service) %uagiﬁ'umaaam%’u (Perception) U84
n1sUSNsAsAnwfidnAnwlasu (Setya,
2015) nswansuilun1siieus (Cognitive)
NIONTTUIUNITWIIAINYT (Psychological
Process) fledunsauidnvesynnaiiine
Fanndeuuazlifunansenuseaisuainag
AMUAA (Trihardini, Asrori, & Syukri, 2019,
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pp. 31-39)

i nsUTuU AN USNNg
vosandugauAnylaedaenAuielaves
UnAnwudundndendenalinisdnnisanm
ussawanudnsalauieatuwazdmiu
memﬁ Parasuraman, Zeithaml, & Berry
(1988, pp. 12-40) lanananluuiunueenis
Anw1 (Education Context) AMAINUIATT
(Service Quality) 3audndusgredeves
aounisdneilanlagriunisdeasuin
#oUIn (Word-of-Mouth) Li84a1namnm
U%msamﬁ’umsﬁﬂmﬁuagjﬁ’umi&au%’usuaa
InAnwindsanilasuusnis (Alves &
Raposo, 2010, pp. 73-85) @a1Uun13@n®1a9
sosiunisdanisaanmuInislviuserivla
(Affection) INs13AMAMUIAISTULIEIVET
ussgslafivhldnAnuszauanuduialy
AIUABINTT (Ahmad et al. 2010, pp. 2527-
2533) LLazlé’ﬁmuméhﬁ?iyi’miugﬂLLUUGUEN
SERQUAL Usznousiy 1) M33uaed (Tangible)
A Aeusauazanduan I wsesle
gunsal qﬂﬂaLLazLﬂ%"aQiamiﬁami 2) A
indefie (Reliability) 1ty 38n15UfiRNuves
aaﬁﬂiﬁL"‘Uuiﬂmmmmé’fmmimmqﬂﬁwu,az
Julumuinguszasrvetaing 3) M3suses
(Assurance) HuAuaIN1aveINTNIY
Tunisadreaulindanaraudeduly
N15USN15UB989ANT 4) AUSURAYBU
(Responsiveness) 1Huauussaunlunsls
mmé’mﬁaLLazmsu%m3@Jﬂﬁwé’aamm§§nﬁ
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AreAuABINIIUTBTITUN0IYRIgNAT 5)
Auiveniula (Empathy) et Aanu
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Gumw?i Pedro, Mendes, & Lourenco (2018,
pp. 165-192) a%mm?imﬁ’uqmmwu%ms
(Service Quality) IJunsuseliuvseviauai
(Attitude) Fifleuduiusiunisusnisang
LLazL?;Jum'ﬁLLamaaﬂﬁy’mmsuaqqmffﬁ pe4ls
Amu AanmuInIstunIAnIsAnY (Service
Quality in Education Sector) fin1sialuau
e iumnenaiunazduadiline Leonnard
(2018, pp. 16-21) 14 SERQUAL iiedn
wagnensalAuianwela (Satisfaction)
VOUNANIAIU Gruber et al. (2010) 85Uy
Anuiienela (Satisfaction) 3duAruay
(Happiness) Fistunendnnslasuisns
(Service) m1UAIUAINNIS (Expectation)
Y8IN158RUSUveLHAasyAna (Individual’s
Perception) Aufisweladadunisuseidiu
AMAMUINTT (Service Quality) MnUszaunTsel
YoUNANYY Wag Sapri, Kaka, & Finch (2009,
op. 36-51) IfeSunadiiuinii thnwidiag
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YU mwmmnmqé’mﬁugm (Background)
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Sausssy (Culture) wszaziy amnuitowsls
vaetinAnw (Students’ Satisfaction) ifiua
ABEAMAINUINTS (Service Quality) ¥8n13
USN13N15ANEN (Educational Service) %yuagj
AuN1389U5U (Perception) UBINITUINITNIT
AnwniithAnwlii mseeusuidumsGous
(Cognitive) ®I0NTEUAIUNITLTITAINYT
(Psychological Process) ﬁa%mﬁmmfﬁﬂ%d
yanafidsedaindeunazlisunansenusio
915UAILAZAINAR
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flufinguinedns wagsuainsenatasingls
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HEIAENUTN D9AUSENDUAMNINUINTS
YDIUNINYNDELDNTNAYUNEHARBAINUN
wolavesdnAnwldeg1sddedAgynieain
aglsinnu oerUsznaUVDIAMNINUINITIY
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Independent Beta t-test Sig Collinearity statistics
ATl - 411" 000 Tolerance .26-.50
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wag 4.19 (SD. = 73) funnesrusznauves
AuANUINSENUNSFIINAIEANUUeNYY
@ntowulAeniu uay Zeeshan (2010, pp.
10-12) 851931 Anuienelavesindnwdu
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pgalsinu audianela (Satisfaction)
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5. 9AUI1IENaN15IY
PNNAIILBAUTNALAI UNANYIVBY

anUusgazionvulinnudAgiunissuses

| ¢ =~ A a P )
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N9lWsE Gruber et al. (2010, pp. 105-123)
adurAuiianala (Satisfaction) Induaugy
(Happiness) ALAATUAIYNAIIINAITLASU
U313 (Service) ANANNAINNI (Expectation)
99N158UTUYBIARTYAAR (Individual’s
Perception) Aufiesweladadunisuseiiiu
AMANUINTS (Service Quality) InUszaumsal
YOUNANY Wy Sapri, Kaka, & Finch (2009,
pp. 34-51) laadueiiufiuii dndnwiiiaam
fanelavselaifisnelavuegiuindriin (Mind
Set) lAgITUAMNNUINT esnUszaunisal
aa L= 1 Q‘I o = 1
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(Hasan et al., 2008, pp. 163-175) pedlsfinu
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Satisfaction) ﬁﬁma@iaﬂmmwﬁmﬁ (Service
Quality) 983115U3A1515AN®N (Educational
Service) %uagiﬁumwau%’u (Perception)
YoIMIUIMINsAnETithAnwlesu (Setya,
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Ruggieri (2017, pp. 55-81) aSuneiieafiu
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Ainw (Service Quality in Education Sector)
finnsYaludusagiiuandstusasiinadily
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& Kassim, 2012, pp. 35-54) sULUUID3
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Berry (1988, pp. 12-40) Wuin3esdiofilasu
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