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Abstract

This research was intended to : (1) investigate the educational service quality in 10
areas, such as efficiency, quality, responsiveness etc. ; (2) evaluate differences of
educational service quality which are classified by the following four major factors namely
the word of mouth communication, the personal needs, the past experience and the service
strategy ; (3) examine the set of factors affecting the classification of educational service
quality ; and {4) group the educational service quality indicator of Rajabhat Institute
Songkhla.

The samples were drawn from 377 part-time students for quantitative research and
6 patt-time students/staffs for qualitative method. The sampling method was multi-stage
design. Research instruments used self-administrater questionnaire and in-dept interview in
4 areas : Muang and Hadyai district of Songkhla province, Muang district of Patalung
province and Muang district of Satul province. Data were analyzed through SPSS for
Windows computer programme based on percentage, arithmetic mean, standard deviation,
one way analysis of variance, logistic regression and factor analysis.

The findings were as follow. The overall score of educational service quality was at
a moderate level. The subscale score of the quality and equality were at a high level. In
addition, the subscale score of the efficiency, distribution, legitimacy, necessary,
satisfaction, continuity, comfortable and responsiveness were at a moderate level,

There were a significant difference (p<.06) in equality, continuity and comfortable
service quality among the students of different income. There was a significant difference
(p<.05) in responsiveness service quality among the clients of different occupation. There
were a significant difference (p<.05) in quality and continuity service quality among the
respondents of different age. There were a significant difference (p<.05) in quality and

comfortable service quality among the students of different campus, respectively.



Results indicated that the occupation and income of the respondent were the most
significant factor affecting the classification of educational service gquality. Whereas, the
educational service quality indicator of Rajabhat Institute Songkhla should have 7
dimensions.

The major recommendations based on the findings of this research include to adjust
the low level of service quality, for example request from students, lab and classroom,
drinking water and office hour and to conduct training staffs for support the good service
quality. Additionally, the service strategy by expanded new campus should be take place

and to be continued.
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