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ABSTRACT

The objectives of this research aimed to 1) study personal factors, expectation,
perception and satisfaction of service users towards the service quality of the Office of the
President of Phranakhon Si Ayutthaya Rajabhat University, 2) compare expectation, perception
and satisfaction of service users classified by personal factors, and 3) examine the relationship
between expectation and perception, expectation and satisfaction, and perception and satisfaction
of service users towards the service quality. The population was 384 service users of the Office
of the President. The instrument was a questionnaire. The data were analyzed by frequency,
percentage, mean, standard deviation, t-test, F-test and Pearson correlation coefficient.

The findings showed that : 1) Most service users were female, aged 21-35 years and
single. They were undergraduate students. As a whole, the expectation of physical characteristic,
reliability, response, confidence, and understanding were at a high level. Overall, the perception
of equality in services, adequate services, continual services, and progressive services were at a
high level. The satisfaction of services, location, public relations, service staff and procedures
were at a high level. 2) The differences of ages, marital status and jobs affected differently the
expectation of service quality of the Office of the President. The perception of service quality of
service users who had differences of ages, educational backgrounds, and marital status was
different. The satisfaction of service users who had differences of ages, educational backgrounds,
marital status, and jobs was different. 3) The expectation had relationship with the perception of
service quality from the moderate level to the highest level. The expectation had relationship
with satisfaction of service quality from low level to high level, and the perception had

relationship with satisfaction from the moderate level to high level.





