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ABSTRACT

171590

This empirical study of delivery service quality between students expected and perceived
service performance of private vocational institutions in Bangkok Metropolis that was
investigated service quality by the five dimensions of SERVQUAL instrumentation (Reliability,
Responsiveness, Assurance, Empathy, and Tangibles). And also examined the influence of
students’ demographic characteristics and students’ education information as independent
variables. The dependent variables were expected service quality, perceived service performance,
and perceived service quality of students.

The data collection used the 400 sampling from the top ten institutions that the most
population in Bangkok Metropolis. The study used the Cronbach Alpha coefficient for measure
reliability and found a high reliability (0.98) of the pilot studies.

The results of the study state that the independent variables as the family size, education
level, and average of GPA which have influenced the difference of perceived service quality in
all service quality dimensions, while gender and age were not different in Assurance and
Reliability dimensions, in respectively. There were significant differences between demographic
and education information variables (gender, total revenue of family, the family size, education
level, faculty, and average of GPA.) and all dimensions of expected service quality. The results
were support significant differences between some demographic and education of information
variables (gender, education level, faculty, and average of GPA.) and all dimensions of perceived
service performance.

In additional, the author also recommend the direction to revise and improve the delivery
of service quality process, classified by necessary and urgent of the problems, tol help the
management of the private vocational institutions in Bangkok Metropolis for effectively

implement.



