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Abstract

This research aimed at identifying the expectations for the service quality, as well as the
levels of perceptions for the service quality, and the relationship between the expectations and
the perceptions for the service quality in Chanthaburi and Sakaeo administration campuses,
Office of the President, Burapha University. The samples for the study were 362 persons who
were lecturers, personnel, and students, getting the services from Chanthaburi and Sakaeo
administration campuses, Office of the President, Burapha University. They were selected
through the quota sampling, and then were classified into sections. The research tools used for
collecting the data of the study were five-rating-scale questionnaires with the reliability values of
0.927 and 0.904 for the dimensions of quality service expectations and quality service
perceptions, respectively. Statistics used for analyzing the data were frequency, percentage,
average score, standard deviation, Independent Sample t-Test, One way ANOVA, and Pearson
Product Moment Correlation Coefficient. The findings revealed that in regard to the levels of the
expectations and the perceptions for the quality services in Chanthaburi and Sakaeo
administration campuses, Office of the President, Burapha University, they were both rated, as a
whole, at the ‘high’ level with the levels of the expectations higher than that of the perceptions.
In addition, with regard to the relationship between the expectations and the perceptions for the
quality services in Chanthaburi and Sakaeo administration campuses, it was found that there was
relationship toward the same direction for the quality services in Chanthaburi administration
campus with statistical significance at the 0.05 level; however, there was no relationship
regarding this for the quality services in Sakaeo administration campus.

Keywords: Expectations, Perceptions, Service Quality
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