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ABSTRACT

This study aimed at investigating and comparing the levels of expectations and
perceptions of Suranaree University of Technology (SUT) students on the service
quality of Student Affairs Division, and comparing personal background (genders, years
of study and academic institutes) with the levels of expectations and perceptions.
The data were collected from 400 bachelor’ s degree students (2563 academic year)
by using a questionnaire. Then, the data were analyzed by using mean scores and
standard deviation to compare the levels of expectations and perceptions, while
T-Test, One-way ANOVA and Scheffe’s test were employed for multiple comparisons.

It is found that

1) the level of expectations and perceptions on the overall service quality
of Student Affairs Division was rated at the high level and those for separate sections
were at the highest level except for the General Administration Information and Public
Relation section of which its service was rated the highest for both overall and each
section.

2) regarding the comparisons, the students’ levels of expectations and
perceptions of service quality were significantly different (p-value = 0.05). To be more
specific, the level of expectations was higher than that of perceptions in both overall
and separate sections.

3) the comparisons between students’ genders, years of study, academic
institutes and the level of expectations and perceptions of service quality revealed
that

3.1) regarding genders, the level of expectations and perceptions of
both male and female students were rated at the high level except for the General
Administration Information and Public Relation section which received the highest
level.

3.2) according to the years of study, the level of expectations and
perceptions of 1-4 years students was rated at the high level for 4 sections: Office of
Student Discipline and Military Service, Section for Student Activities, Section for
Scholarship and Financial Assistance, and Section for Dormitory Student
Development and Services, while the students specified their expectations and
perceptions at the high- highest levels for 3 sections: General Administration
Information and Public Relation section, Art and Culture Preservation and Enrichment

section, and Guidance and Student Development section.



3.3) based on the academic institutes, the students of 6 academic
institutes showed high-the highest level of expectations and perceptions on the
overall service quality and separate sections, except for the students of the Institute
of Public Health who rated their expectations at the high level for overall service
quality, moderate level for service reliability of the Office of Student Discipline and

Military Service.
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