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ABSTRACT

Research issue is "Gap Analysis of SERVQUAL in Thai Universities:
Perspective of Students in International Program”. The objective of this study is to
investigate expectations, perceptions and gap scores of service quality in Thai university
from the perspectives of international program students

This research is using Survey Research Methods, which is a survey tool to
collect data. There were 441 samples from international program students in Thai
universities (Both public and private) located in Bangkok Metropolitan Region by using Muti-
stage sampling method. The gathered information will be analyzed by using descriptive
statistic to show up the frequency, percentage, mean, standard deviation, and ranking. The
statistics that use for hypothesis testing are reliability analysis and t-test.

The research results showed that international program students considered
the overall expectations of the service quality at a high to the highest level while their
perceptions were at moderate to high level. These two levels lead to the negative gap
scores in all five aspects of service quality (professionalism, reliability, hospitality, tangibles,
and commitment) in the international program. It meant that their expectations were not met
in the performances of education service. Students were dissatisfied with the education
service quality on all the five aforementioned. Moreover, it was found that students from
both public and private university, as well as Thai students and foreign students in the

international program, also confirmed the negative gap in service quality because their



expectations also exceed their perceptions. Finally, for the ranking a gap between
expectations and perceptions, the highest negative gap of service quality related to

hospitality; followed by reliability, tangibles, commitment, and professionalism respectively.

Keywords : Service quality, SERVQUAL, Expectations, Perceptions, Gap Scores,

Satifaction, international program Universities in Thailand



