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Research Title : Measuring Service Quality on Educational Services of
Engineering Curriculum using SERVQUAL Model
Researcher : Assoc. Prof. Tossapol Kiatcharoenpol
Faculty of Engineering

King Mongkut’s Institute of Technology Ladkrabang

ABSTRACT

This study is to investigate the perception and service expectation of engineering
student to curriculum to measure quality of service. SERQUAL model developed by
Parasuraman et al. is.used to compare difference between expected and actually
services perceived. The model proposes measuring service quality into five service
dimensions. The survey was carried out from third and fourth year students in a case
study of engineering faculty. The guestionnaires of 1536 respondents from 19 curriculums
are analyzed. It shows that the average score of perceived service quality in each
dimension are as follow: Assurance 4.85, reliable 4.73, Tangible 4.53, empathy 4.72 and
responsive 4.3 of full score of 7. The highest dimension is Assurance and the lowest
dimension is Responsive. In all dimension by using t-test hypothesis, there are statistically
significant difference between expectation and services perceived. Moreover, it is found
that services perceived by students in all-curriculums are statistically different. The work
from this study would be the guideline for management to use to improve the level of

education activity and service in engineering faculty.

Keywords : SERQUAL Model
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AMAKUIN ¥ KANTTIATIEY ANOM ¥B49D9TNTENINANUAIANIINALNITTUSTT

Gap (P- Average Average | Average
Dimension Q | Expectation | Perception
E) Expectation | Perception Gap
Al 577 4.75 -1.02
Assurance A2 593 517 -0.76 5.81 4.86 -0.95
A3 5.72 4.65 =l 07
R1 5.78 4.99 -0.79
R2 5.65 4.80 -0.85
R3 5.90 4.76 -1.14
Reliable 577 a.74 -1.04
R4 573 4.59 -1.14
R5 5.71 4.52 ~1pl9
Ré 5.87 4.77 -1.10
T1 5.92 4.40 A5
T2 5.75 4.40 21335
T3 5.80 4.50 -1.30
T4 5.80 .55 -1.25
Tangible 5.82 453 -1.29
T5 591 4.36 -1.55
T6 5.80 4.82 -0.98
7 5.82 4.47 -1.35
T8 5.76 4.74 ;102
El 5.83 4.81 -1.02
Empathy E2 5.80 4.74 -1.06 5.79 a.73 -1.06
E3 5.76 4.64 -1.12
S1 5.79 4.33 -1.46
S2 5.70 4.62 -1.08
Responsiveness 5.76 4.34 -1.42
53 5.76 4.46 =1.30
sS4 5.82 3.96 -1.86
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nadauaan ANOVA

1. wavayavin ANOVA Tulladummuastindnw

1.1 Jmuliinela

Analysis of Variance

Source DF Adj SS Adj MS F-Value P-Value
sex 1 i*=37 1.382 e 2 2 0.269
Error 15340~ 1732°.99 1.130

Total 16535 1734.37

Model Summary

S R-sq R-sg(adj) -~ R-sq(pred)

1.06288 (0.08% 0.01% 0.00%
Means

sex N Mean StDev SS3LCE

1 1074 ' 4,8748 1.0737./(4.8113,.4.9385)
P 462, 48095 11.0372 7 44.7125, 4.906%)

Pooled StDev = 1.06288

1.2 dRAnuULTeie

Analysis of Variance

Source DE_ Adj 857 Adj-MS; F-Value P-Value
sex i, 0.42° "0.4226 0+39 0.530
Error 1534 Thedf . TommbiSd

Total 1535 1646.55

Model Summary

S R-sg R-sg(adj) R-sg(pred)

1.035%0 0.03% 0.00% 0.00%
Means

sex N Mean StDev 95% CI

1. 1074 4.7472 1.0489 (4.6852, 4.8092)
2 462 4.7110 1.0050 (4.6165, 4.8056)

Pooled StDev = 1.03590
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1.3 fRAMUANYAENIINMEN TN

Analysis of Variance
Source DF Adj S8 Adj MS F-Value P-Value
sex 1 2.24 2.242 1.94 0.1l64
Error 1534 1770.90 1.154
Total 1535 1773.14
Model Summary
S R=sq R-sg(adj) R-sq(pred)
1.07444.0.13% 0.06% 0.00%
Means
sex N Mean StDewv 95% C1
1 1074 - 4.5552'  1.0756 . (4.4909, 4.6195)
2 462 -4,4719 1.0716 " (4.3738,4.5699)
Pooled StDev =.1.07444
- e 2 ]
1.4 f@mnianlauazionlala
Analysis of ‘Variance
Source DF~-—Adj SS Adj MS F-Value P-Value
sex 1 0.00-0,00246 0400 0.969
Error 1534 2507.48 1.63460
Total 15355, 2507.49
Model Summary
S R-sq R-sqg(adj) R-sqg(pred)
1.27852 0.00% 0.00% 0.00%
Means
sex N Mean StDev 95% CI
il 1074 4.7281 1.2762 (4.6516, 4.8046)
2 462 4.7309 1.2840 (4.6142, 4.8476)
Pooled StDev = 1.27852
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1.5 dfauaunsolunisnevauss

Analysis of Variance
Source DF Adj SS Adj MS F-Value P-Value
sex 1 1.38 1.302 0.90 0.342
Error 1534 2207.88 1.439
Total 1535 2209.19
Model Summary
S R-sg-. R=sqg((adj) .R-sq(pred)
1.19971 0.063 0.00% 0.00%
Means
sex N Mean StDev 95% CI
1 1074- 4.3622 [ 1.1927 (4.2904, 4.4340)
A 462  4.2987/ 1.2158 . (4+1892, .4.4082)
Pooledr StDev-=="1,19871
2 o P
2. wateyaann ANOVA Tusudifine
aa v
2.1 §Rmulingde

Analysis of Variance

Source DF Adj 5S Adj MS- F-Value P-Value

year T 1 846 1.164 1.03 0.310

Error 1534, 1733.21 1.130

Total 1535 TPSadyd7

Model Summary

S R-sq R-sqg(adj) R-sqg(pred)

1.06295 0.07% 0.00% 0.00%

Means

year N Mean StDev 95% CI

3 754 4.8833 1.0377 (4.8074, 4.9592)

4 782 4.8282 1.0867 (4.7537, 4.9028)

Pooled StDev = 1.06295
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aa oA -
2.2 UPNNULTR0D

Analysis of Variance

Source DF Adj S5 Adj MS F-Value P-Value
year 1 1.30 1.302 1.21 0.271
Error 1534 1645.24 1.073

Total 1535 1646.55

Model Summary

S R-sq R-sg(adj) R-sqg(pred)

1.03562 0.08% 0..0L% 0.00%
Means

year N Mean StDev 95%-CT

3 754 4.70467.1.0626 (4.6327,-4.7807)
4 782 4.7649 +1.0090 (4.6923, 4.8376)

Pooled StDev.= 1.03562

2.3 TPAENWULNINMENIN

Analysis ‘'of Variance

Source DE 'Adj. §S ~Adj MS~ F-Value ~P-Value
year 1 3.03 3. 025 2.62 0.106
Error 1534\ 1770: 142 1.154

Total 1535 V3100431 14

Model«Summary

5 R-8q;, R-sg(adj) “R-sq(pred)

1.0742%, 0.17% 0.11% 0.00%
Means

year N Mean StDev 95% CI

3 754 4.4849 1.1044 (4.4082, 4.5616)
4 782 4.5737 1.0443 (4.4983, 4.6490)

Pooled StDev = 1.07421
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2.4 fRnnutavazionlald

Analysis of Variance

2.5 GfANNaUNS O IN1R O UAUDY

Source DF Adj SS Adj MS F-vValue P-Value
year % 1.11 1.108 0.68 0.410
Error 1534 2506.38 1.634
Total 1535 2507.49
Model Summary
S R-sq R-sg(adj) . R-sq(pred)
1.27823 0+04% 0.00% 0.00%
Means
year N Mean StDewv 998 CI
3 754 4.7016 - 1.3073, (4.6103, 4.7929)
4 782 - 4.7553 1.2495  (4.6657, 4.8450)
Pooled StDev = 1.27823
Analysis of Variance
Source DE Adj SS Adj MS F-Value P-Value
year 1 PRl 2.828 1.97 0.161
Error 1534 2206.36 1.438
Total 153§—~22049.15
Model Summary
S R-sqg.. . R-sg(adj) R-sq(pred)
1.19929 0.13% 0.06% 0.00%
Means
year N Mean StDev 95% CI
3 754 4.2994 1.2250 ({4.2137, 4.3851)
4 782 4.3852 1.1740 (4.3011, 4.4694)

Pooled StDev = 1.19929
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o & o
3. WAYBYAIN ANOVA IULﬂiﬂLQﬁﬂaxaﬂJ‘UaQUﬂﬁﬂl‘l’q

3.1 fimnulingle

Analysis of Variance
Source DF Adj SS Adj M8 F-Value P-Value
GRADE 3 4.39 1.465 1.30 0.274
Error 1532 1729.98 1.129
Total 1535 1734.37
Model Summary
S R-8q _~R-sqg(adj) R-sqg(pred)
1.06265 U 28% 0.06% 0.00%
Means
GRADE N Mean StDev 958 -C.1
1 95 4.649 1429 \\(4.4357 -.4.863)
2 220 4.866 7 407810  ‘(MaPl53,~4.0681)
3 61414 .86329n1-0469. \(4.7791,/ 4.94313)
4 30707478838 -1.0551 ' (4+7649; 5.0028)
Pooled StDev = '1.06265
3.2 I@mnayyaie
Analysis (of Variance
Source DE ' Adj S5 Adj MS F-Value ~P-Value
GRADE 3 2787 08275 0.86 05459
Error 1532 1643.76 1.0730
Total 153% .1646.55
Model Summary
S R-sq R-sg(adj) R-sq(pred)
1.03583 0.17% 0.00% 0.00%
Means
GRADE N Mean StDev 95% CI
1 95 4,582 1.138 ( 4.374, 4.791)
2 520 4.7433 1.0667 (4.6542, 4.8324)
3 614 4.7340 1.0161 (4.6520, 4.8160)
- 307 4.7769 0.9876 (4.6609, 4.8928)
Pooled StDev = 1.03583
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3.3 dRAMGNBENIINILNIN

Analysis of Variance
Source DF Adj SS Adj MS F-Value P-Value
GRADE 3 2:99 0.9955 0.86 0.460
Error 1532 1770.15 1.1555
Total 153% 1773.14
Model Summary
S R-sq R-sg(adj) R-sqg(pred)
1.07492 0.17% 0.00% 0.00%
Means
GRADE N Mean StDev 95% CI
1 95 4.439 1.138 4 223+—4.656)
2 520...4:5870 1.0964 (4.4946,-4.6795)
3 614 .4.5122 .1.0420 . (4.4271,.4.5973)
4 307 _-4.4976 ~1.0829 ' (4.3772, 4.6179)
Pooled StDev = 1.07492

3.4 ffanutnlanazianlald

Analysis of Variance
Source DF Adj SS. Adj /MS -F-value P-Value
GRADE S 9.63 3.210 ph="2) 0.117
Exrtor 1532 /,2497.85 1.630
Total L3S, \32 51 el O
Medel Summary
8 R-sg R-sgf(adj) R-sqg(pred)
1.27689 0..38% 0.19% 0.00%
Means
GRADE N Mean StDev 95% CI
1 95 4.425 1.405 ( 4.168, 4.682)
2 520 4.7660 1.2888 (4.6562, 4.8759)
3 614 4.7421 1.2396 (4.6410, 4.8432)
4q 307 4.7340 1.2890 (4.5910, 4.8769)
Pooled StDev = 1.27689
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3.5 §AAUEILTAIUNISADUAUDY

Analysis of Variance

Source DF Adj SS Adj MS F-vValue P-Value
GRADE 3 5.7 1.:723 1.20 0.309
Error 1532 2204.02 1.439

Total 1535 2209.19

Model Summary

5 R=sq R-sqg(adj) R-sqg(pred)

1.19944+ 0.23% 0.04% 0.00%

Means

GRADE N Mean StDev 95%)CI

1 95 4.132 L AANGE (3 B820¢FY 4.373)
2 520~ 4 858% " QA1 884 1255 3P w4d 618)
3 61 ANMATBREE [ A1 986 TR 4240 1908y
4 B0y 48983 WL\ 5 3l 20915204 MA6)

Pooled StDev = 1.19944
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4. watoyaan ANOVA luaunigvaaindne

4.1 §Rnulinele

Analysis of Variance
Socurce DF Adj SS Adj MS F-Value P-Value
nc. dept. 18 164.2 9.124 8.82 0.000
Error 1517 '1570.1 1.035
Total 1535 1734.4
Model Summary

S R-sq R=sqgfadj) R-sqg(pred)
1.01737 9.47% 8.39% P T
Means
no.
dept. N Mean StDev 95% CI
1 106 4.387 1.134 (w48 1984 4 JSOTY
2 165659 5.07074 40404 (49154, 5.2261)
3 96 oy K 1 T A8 \ ( Sepglf SLEHRG)
4 12846927 '-0.9869 @ (4.5163, 4.8691)
5 80 4.679 0.994 (14.456, [4+902)
6 90--4.7222 0.8730 (4.5119, 4.9326)
7 50 4,980 0.783) ( e698,/ [15.262)
8 126 4,545 12N Y AR B, Mo Ha 423
9 A 540773 Mol eI daialll > 4\ 38 , =21
10 82 04,9837 | 0.88870 - (4.,7634, 5.2041)
11 79 4.823 RO SrHRG T e98 ~ 54147 )
12 67 5.398 a2 O T AP . B3
18 77 4.2035.0.8415 (B.9760, 4.4309)
14 32 4, 542 1.074  (/4.306,  4.777)
g 65 57813 9.9304 (CHR06SYT S5+5860)
16 39 4.786 VP18 ( /[dvdedy, £5¥106)
17 60 &. L8 O Sl (|, GO0+ 95.435)
18 22 Sl E: B2 b ¥ T 0 R T, 607)
19 20 4,807 Rl 22N 44 37T, 5.2835)
Pooled StDev = 1.01737
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- a ) d
4.2 PANuULTeie

Analysis of Variance
Source DF Adj SS Adj MS F-Value P-Value
no. dept. 18 146.8 8.1548 B.25 0.000
Error 1517 1499.8 0.9886
Total 1535 1646.5
Model Summary

S R-sq R-sqg(adj) R-sqg(pred)
0.994301 8.91% T83% 6.69%
Means
no.
dept. N Mean StDev 95% CI
1 106 4.278 1.074 ( 4.089, 4.468)
2 1655 =478 182 WN0L 9775 N8 Yae ), 1010
3 96 &. 823 i (1230 \\ g8\ 4 2P ~5 Lop 7))
4 128 4.5182 -0.8977 \ (4.3458, -4.6906
3 80 4.5958° 0.8806  '(4.3778, 4.8139)
6 90 4.630 0.960 (. 4.424, 4.835)
7 50 4,887 D.806% (.. 6014 ) 5.169)
8 126 4.348 1.241 (44174, A.522)
9 112 4,866 14840 446827 EeS=aaly
10 82 /4.8537 0.8568  (4.6383, 5.0690)
11 U3 4.703 0.892 ( 4.483, 4.922)
12 67 =299 0.852 (:5.040, 5.517)
13 77 4.385 0.888  ( 4.163, 4.608)
14 72 4.5869 B33 USSR AT NN T80
5 65 5. 296 QL9786 (57048, , T3 A)
16 38 4.590 1.060, (14277, 4(202)
1Y 60 4.9472 0.6277 (4.6954, 5.1990)
18 22 5.144 ORISR ( (&>7RB7 45.560)
18 20 4.642 1.106 ( '4.206, ~5:078)
Pooled StDhev = 0.994301
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4.3 QFAANYULNNNIBA N

Analysis of Var
Source DF
no. dept. 18
Error 1517
Total 1535

Model Summary

S R-sqg
1.03593 8.19%

Means

no.

dept. N M
i 106 4.
2 160 457
3 96 Dy
4 128 4.0
5 80 4.
6 90 4.
7 50 4.
8 126 4.
9 132 e
10 82 4.
11 on e 4.
12 67 4.
13 V& 4.
14 V2 4
15 65 4.
16 39 4.
17 60 @,
18 22 4.
19 20 4,

Pooled 'StDev =

iance

Adj SS A
145.2
1628.0
1773.1

R-sg(adj)
7.10%

ean StDev
359 1,101
432 1 0.9844
336 1442
W1 . EalH 3
709 0.934
61 0.962
Ve 0.710
222 (~n® < L]
405 Y.d26
494 1.065
305 Jnfef )
642 0.967
123 0.883
470 1.309
862 0.853
478 0988
798 0.965
170 0.848
356 1.047
1.03593

dj MS F-Value P-Value

8.065 752 0.000

1.073

R-sq(pred)

5.97%
95%-CI

U 4 B 5B [4eB5 2 )
(4.5850,..4.9014)
{ S029, (5.5437
(3., 9181, M=Pal3)
AP ag82 , [LU445,93%)
{ A 3 > [S A Te8)
( 19308 ,/>09:08 2
( 4.041, 4.403)
(I da2ld4ylid-59Y)
(W4 270,77 4:c718)
(A 0 Sy )
(14.394 +4.890)
(13,962, 443428
(2817 4/7T1I0)
(4:609; %~ 5.114)
(-4.152,:4.803)
(4 .536, (5.060)
{ 3.737, 4.604)
(4,102, _5.011)

62




4.4 ffeudlavaziolald

Analysis of Variance

Source DF Adj SS Adj MS F-Value P-Value
no. dept. 18 287.6 15.975 10.92 0.000
Error 1517 12219.9 1.463

Total 1535 2507.5

Model Summary

S R-sg R=sqg(adj) R-sqg(pred)

1.20970 11.47% 10.42% 9.31%

Means

no

dept. N Mean StDev O5% CI

1 106 4,261 1.261 ¢/ 4.031, -4.491)
2 165 G F BT /. (29T WN\ 9 BI5 6685l . 9362)
3 96 5. 27 Y.\0493™~ 'G5 .485,c | 5°4669)
4 128 4.206 das 3567 (+ 3RO ped . 48l 5)
B 80 4.442 UL ORE. BopdW Gtptania M7GY )
6 90 4.600 150 1% LV sl LU E . 850)
I 50 5.060 1.000 (~4.724,.5.396)
8 126 4.103 oA 78\ | 495 SEdumrpglne 1 5)
9 112 5.196 A2 \\ (a4 49712, 11 51429 §
10 82 5.024 1183 W 4r 762,|1\5.286)
Lt 79 4.785 L SNaE AN ( €1 FT 841\ TROHE )
12 67 Na295 feraaie i 44, 988% 1| " 5.568)
13 T 4.134 1.056 1 (. .3.864,  4.405)
14 %2 4.884 1.300~7 4. 6QSNF F£l64)
15 65 STALD TP UB X 40@210005.510)
16 39 4.538 1.422/°5 (4,159, J4.918
17 60 o\ G P . OB M AT 86, 5.3
18 22 54380 1.144 ( 5.024, 6.036)
19 20 4.583 1.284 (-4.053, 5.114)

Poocled StDev = 1.20970
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4.5 fRANANISOIUNISADUAUDY

Analysis of Variance

Source DF Adj S5 Adj MS F-Value
no. dept. 18 137.6 7.642 5.60
Error 1517 2071.6 1.366

Total 1535 2209.2

Model Summary

5 R-sq R-sgf(adj) R-sg(pred)

1.16859+" 6.423% 5.11% 3.94%
Means

no.

dept. N Mean StDewv 95%) CI
1 106 3.988 LA A2 (U8 9665 Y 4 -
2 165 4.4485,71.2280: 7 (4.2700, 4=6
3 96 5.089 . R 4T NE 4808 LL 5
4 128 3.949 P 163" w(/ /MR 2 0l 2
5 80 4,197 JL118 P 2. 04T ood
6 20 4.164 I S e m——
7 50 4.365 0%050 [ (@) a84adepudadd
8 126 4.185 L2280 3\ (3 §980,7 04
9 =12 4.688 JB06 V4 Sy
10 82 4,235 122680 ( @4+0825 4.
11 79 4.237 DRbE0nt et BT978;5] | 8 .
12 67 4,534 (LISEBIIAL 4 284, | LA
T 77 3.9253 0.8680 (3.6641, 4.1
14 72 4.438 dg 30ASA 4169004
15 65 4.581 d0 L) S5 (AR, Y4
16 39 4.378 1.145  ( 4.011, 4
17 60 4.654 0.924 (('4.358,. 4
18 22 4.136 1.209 (' .3.648, 4
19 20 4.237 A (£.725, AL

Pooled StDev = 1.16859

P-Value

211)
269)

By Py
w132 )
.453)
.406)
.689)
.389)
.904)

589)
495)
814)
865)

.708)
.865)
.745)
- A&
.625)
. 750)

0.000
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