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ABSTRACT

The present study aimed to: 1) study individual factors of Nakhon Phanom University
students. 2) to compare students’ expectations and perceptions towards service quality. 3) to
investigate the relationship between individual factors and perceptions towards service quality of
Nakhon Phanom University students. The population was 9,659 students who are currently studying
at Nakhon Phanom University. The participants were 384 students chosen by stratified random

sampling. The research tool was a questionnaire. To this end, the collected data were analyzed and
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interpreted statistically by frequency, percentage, mean, standard deviation (SD), t-test and Chi-
square test.

The results revealed that 1) the overall students’ expectations and perceptions towards
service quality of Nakhon Phanom University were at the ‘very satisfied’ level, 2) the students’
expectations and perceptions towards service quality of Nakhon Phanom University were
significantly different at .05, and 3) the individual factors such as gender, age and year of study
correlated with perceptions towards service quality (except level of education and faculty/college)

statistically significant at .05.

Keywords: service quality, individual factors, Nakhon Phanom University
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