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Abstract

During the Coronavirus disease (COVID-19) pandemic, most organizations need to adapt their ICT
services to accommodate such abnormal situation. Therefore, understanding the importance and
performance of ICT service quality from the perspective of users is very crucial for organizations to improve
service quality in accordance with the needs of users. The purpose of this research is to analyze the
importance and performance of the ICT service quality during COVID-19 pandemic based on the “SERVQUAL
Model” framework. This study conducts survey research using purposive sampling from 133 employees
(lecturer, support staff) of Faculty of Engineering, Mahidol university as a case study. Data gathered from
questionnaires survey analyzed the importance and performance of ICT service quality using “Revised
Importance-Performance Analysis” (Revised IPA) approach. The research results can be summarized as
follows. Fifteen characteristics of ICT service quality are identified based on "SERVQUAL Model". The top three
most important service quality from customers’ point of view are "quick service response", "service
politeness”, and “service willingness”, respectively. Revised IPA technique is deployed to divide the service
characteristics into four groups. The first group, “Keep up the good work”, consists of six service
characteristics including (1) knowledge and skills to solve problems, (2) quick service response, (3) service
willingness, (4) convenience in requesting service, (5) trust in service, and (6) service politeness. The second
group, “Concentrate Here”, has only one service characteristic which is “availability and quality of basic
hardware”. The third group, "Low Priority", includes four service characteristics as (1) availability and quality of

basic software, (2) simplify service requests, (3) clear service request procedure, and (4) helpdesk system
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efficiency. Finally, the fourth group, “Possible Overkill” consists of four service characteristics including (1)
service accuracy, (2) on-time service, (3) service flexibility, and (4) service attentiveness. The findings from this
research can be used to improve the ICT service quality during COVID-19 pandemic of the case study
organization.

Keywords: Importance-Performance analysis, Services attributes, COVID-19 pandemic, SERVQUAL Model
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aednualdnush deyadiuyana uazfmeuimunvesinouargnifuidumudy WiileTnqusvasimednnavindy
sufsdeyaszagiuazsonulaes ddlimunsaaeunduludgmeunuuasuanile

aoAkazn1TAATIzidaya

wuvasuaudiuiy 180 atuldgndsinudiua weldneuuuuasuniuriu Google forms tneddlusanga
fetne leun 819158 nifnanu (Aaugdemnssumand uniendouiing) vy “Work from home” Tugisnissyuin
84 COVID-19 Fsl@fuuvuasuaumeunduiiauysaldnmau 133 atiu uagihdoyauniszsiuazdszanana 190
Uszananansadnmelusunsunisadn SPSS (Statistical Package for the Social Science) lunsmiAadsAzwuUNg
n15U{0RU (Mean of Performance Score) AndiBaiuuannsgiu (Standard Deviation) wasAndauszAnsandunus

v9@3U (Partial Correlation Coefficient)

NANTTIBUAZNITBAUTIEHE

NAN1538

1. HamsdansgissunssuLazionansiiites aunsnszynadnwarnsliuinig (Service Attributes)
UuFUUAAAIWNITIUINNT “SERVQUAL Model” #1u ICT Turaan1sszunnves COVID-19 fidsnaienudinela
vosfFuuimslévioun 15 audnuue Tasannsoutsnudnune Ju 5 77 swandon D6l

. ffAnuaAidudodld (Tangible) 1 5 Audnvar 1dun Aunfouuazamun1mas Hardware (SQ1)
AUNSONUATAMAINTBY Software (SQ2) Tunaun1sveiuLInsAIu ICT ldgesin/dudeu (503) nsmmun
s1waziBondunsuvesnisliuinisd i ICT fawdaiau (5Q8) UssavBamuesnislinutismdeveaniinmusu
ICT W1usuU helpdesk (SQ5)

. ffmmnidedie (Reliability) 1 3 Aaudnway leuA niinawsinu ICT fauiuaginuslunsuddamls
oghaliusEAvEnm (SQ6) TwanBemtunounisuinsvesmiinaudu ICT Sanugndesusiug (5Q7) winaudu ICT
Trusmsudtmesaandidvuelivserilvdyaly (sQs8)

. fifin1snevausuamiini1u (Responsiveness) il 3 Aaanvue lawA wiinawau ICT In1snevaues
AON15TSUUTNIT8E1939A57 (SQ9) wilneusu ICT fanudulalunisliuinis (SQ10) winsudiu ICT Harw
gangulunisliuinig (SQ11)

- fianiswenlaldainwineu (Empathy) ) 3 2 aadnwae laun wiinaud ICT Tianuenlaldlunis
Tu3n1s (5Q12) wilhausn ICT lianuazansen1sveiuu3nsedsansa (SQ13)

. fidnsaulingda (Assurance) 31 2 andnwae taud guusnislianulindasdenisliuinisees
WiNMUA ICT (SQ14) wilnausw ICT danuaninlumsliuinig (SQ15)

2. HanFInkagiATIEiANianelave s uuInIsAu ICT Tugianisseunnves COVID-19 INMTIATIER
Foyafisrusmainuuuasuaulagliisnieada wui1 azuuuedenanisufoRny (Performance) uag AnudRy
1388w (Implicit Importance) Fs3n1nAduUss Ansanduiusidsdau (Partial Correlation Coefficient) veduiaz
Service Attributes @n3nsaLARININANI T 2 TnefiAiadesau (Grand mean score) %aﬂwaﬂ’ﬁﬂﬁﬁamu Wiy 3.97

wag AduUsEAntanduiusidsdi (ANNd1AYNIDeN) senine AudnyaenTIiUINIsMIleg du AzuuuALienels
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53 e nualinudnvaen1sliusnsimiensn feg1adu Arduuseansanduiusidediuves SQ1 fim 0.188
U188 SQ1 danudusiusiuaiuianalasiuindu 0.188 wWianmualy SQ2-SQ15 Al Wusu Inenuin ¥inidn

AINEIAY N199DUVD Service Attributes %9 s01>501>5Q10>50>50>50>5Q1>505>503 >5Q4 >5Q7 >

o

SQ2>5Q8>SQ11 uag SQ12 1ie9a1n SQ11 hay SQ12 JuuninANUEIAYNIDoNLIAY TR TUINAAIVBIALAAE

ay

ANAIANIS (E) AU ALedeasiuunan1sufuanu (P) InenisveaeutudAyvneadifisie ttest 7 seAuAULToly

95% WU SQ12 fidmasing (0.14) F9unnin SQ11 AlAnang (0.10) faths SO11 Satduiianin sQ12 Taganunsa

FIuun Service Attributes 9anNAUNGNTBY Revised IPA auiuanalilumisned 2

A13197 2 AzlUURan15UH TR (Performance) wagaiudAynnedau (Implicit Importance)

fAAMAW WA AneReanu AlefsAsuuuke e A1 AnduUssAvdandusiug CRIRIN
nslviusns fuus  AAnd MsufiAnuy  (E-P)  ttest  1¥edu (AnudAny UULHUNIN
(| P) Madon)
aunmidusedld  sQ1 4.29 3.62 068  -7.89* 0.188 wisauaule
(Tangible) (Busu 5) (Concentrate Here)
SQ2 4.26 3.73 053  -6.04* 0.105 fupudFa
(Busiv 12) (Low Priority)
SQ3 4.19 3.90 029  -3.69% 0.123 dduanuddinsh
(Buau 9) (Low Priority)
SQ4 4.05 3.77 028  -3.57% 0.121 dduanuddinsn
(dusu 10) (Low Priority)
SQ5 4.21 3.94 027  -3.62* 0.136 dduauddinsn
(dusiu 8) (Low Priority)
mnuudede SQ6 4.30 4.08 023 -3.88* 0.204 Audsnv ety
(Reliability) (Busiu 4) (Keep up the good work)
sQ7 4.12 4.02 0.11 -1.59 0.120 anaduan
(Budu 11) (Possible Overkill)
SQ8 4.26 4.08 017 -2.72% 0.057 flonaduan
(udu 13) (Possible Overkill)
NIROUAUDITEY  SQI 4.23 4.03 020  -3.27* 0.180 Maudsnwield
NN (Budiu 6) (Keep up the good work)
(Responsiveness)  SQ10 431 4.13 0.18  -321% 0.234 Aauarsnwuentd
(duau 3) (Keep up the good work)
SQ11 a.14 4.04 0.10  -1.55* 0.006 flanaduian

(Budu 14) (Possible Overkill)
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AAAAIN s AuelvAanu AlodsAsuuuNa made A AnduUszAvBanduius AN
nslviusns fuus  AAnde Msufiacnuy  (E-P)  ttest  1¥sdu (AnudAny UULHUNTN
(3] (P) Medon)
astolaldann SQ12 4.25 4.11 0.14  -2.40* 0.006 onaduidn
WnU (BuAU 15) (Possible Overkill)
(Empathy) SQ13 4.22 4.05 017  -3.03* 0.489 Ana s ly
(Budu 1) (Keep up the good work)
anulinaa sQ14 4.23 4.03 020  -3.32* 0.174 Maudsnwield
(Assurance) (Budiu 7) (Keep up the good work)
SQ15 4.18 4.10 0.08 -1.35 0.237 Awa s ly
(Budiu 2) (Keep up the good work)
Aaiesan 4.21 3.97 0.16

(Grand mean score)

o w

NUEE): “*” Naaeutisd1Ayainn 0.05 MseseRuAIUYREU 95 %

o

yadeyarnaisazuuunan1sUURU (Mean of Performance Scores ) kagn1sinaudrfgnisdes
(Implicit Importance scores) UadL#ag Service Attributes 911015799 2 U nAenaukunIn Revised IPA Tag s
U84 Mean of Performance Scores Qﬂwé”amvul,muﬁn (Vertical axis) wag Implicit Importance scores Qﬂwﬁamuu

WAUUBY (Horizontal axis) AauanalunIng 4

AN 4 ATURANTIATIEIUNUNIN Revised IPA

0.60 1 o A Y w v
mammau% ﬂ"lﬂ!.!i;’l':l‘iﬂll"l!@"lll'l
0.50
®sQ13
0.40
=
(=]
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&
=
030,
g 5Q15
E & SQio
S SQ6
020 sQl o ® 59
€ 5Q14
sQ3 505 P
o e Woma
0.10 . s5Q7
SQ2
g - @ | sa8  awan
AIUMME AR 5011
0.00 — eg SQ12
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INUNLAMN Revised IPA 922180MN15WUS Service Attributes sanilu 4 ngu il
39017 1 (Quadrant I): ngu “vALa1¥nw1l3” (Keep up the good work) 31131 6 Service Attributes
laun SQ6, SQ9, SQ10, SQ13, SQ14, uay SQ15

99n1A 2 (Quadrant II): nax “iyiaanuaula” (Concentrate Here) §31u7u 1 Service attribute Town SQ1

'
[ o a o

I9A1A 3 (Quadrant IIl): Ngx “d@rRuaaEIAYan” (Low Priority) 311U 4 Service Attributes lali SQ2,
SQ3, SQ4, wag SQ5
99117 4 (Quadrant IV): ngy “dleniaauidn” (Possible Overkill) #3113 4 Service Attributes lown SQ7,

SQ8, SQ11, wag SQ12

aAUs8Na
IINNANIIANYINITIATIEANdAgLagkan 15U URMuveIRuaInnsliusnsau ICT ludienisseuin

984 COVID-19 NSMANY AEIAINSTUAIANS UNINeSeNTng anusaesusenanIsAne basadl

a i3

nMTATIEvimiInANdAYYes Service Attributes (15099 2) WU Service Attributes MISUUINTAY

ICT Wianuddguiniianlugiglsnssuin COVID-19 lay 3 duauwsn laud “winauaiu ICT ianuazaindons
P93FUUINTBETINTY” (SQ13) “nineusiny ICT danugnmlunsliuins” (SQ15) wag “winaudiu ICT Ay
wWilalunsliusnns” (SQ10) FenanuiduilaennassiunanisAnwived Hsu et al. (2018) way Mejia et al. (2021)

na1rin mselaldanniingiu (Empathy) auliangla (Assurance) uaz N3RBUAUBIVDINTNIIU (Responsiveness)

Y =

Junndnuaeiinnuddgdensliuinisdiu ICT Weswiniluiiusniingassigsuuinisiivssaunisalifsenis

q

U3N13#L ICT wazdau Service Attributes AgFuuinislvianudifydesdian 3 susdu léud “winsudiu iIcT
Trusmsuidamesananiidivualy vie Alrdyanli” (5Q8) “wilnanudu ICT fanuBaveu Tunsliins” (5Q11)
waz “wiinauenu ICT Tanuenlaldlunisliuing” (5Q12)

HANITILATIENLNUAIN Revised IPA WU “wilnauaiy ICT ausuasiinuelunisuidynilaeeied
UseanSam” (SQ6), “wiinausiu ICT fn15AaUaNDIRaNISURTUUSAI50E139590L57” (SQ9), “wiinanusu ICT Jany
winlalunsliusnig” (5Q10), “wilnausinu ICT Wiauazainsanisvesuuinised1esamss” (SQ13), “Hiuusnistv
Anulindadenistiuinisvesiineu ICT” (SQ14) wag “winaudiu ICT Ianuannlunisliusns” (SQ15) aneg

Tu 99n1Af 1 (Quadrant I) fie ngu “vAua5nu101lY” (Keep up the good work) Blifiiudn g5uuinasi

o

ANuAIALazANAIANTIIEE SQ6, SQ9, SQ10, SQ13, SQ14 uay SQ15 g4 Turausidenu @ﬁu%msﬁﬁimmmmw

q

MsUfTRNs/U3ANs gauiiendu Feumasau ICT AISHRITNMITEAUANAINYBY Service Attributes Aananats
%aﬁaﬂuwvﬁwammmm (Strength) Bans@nwilaeg Zhang et al. (2021) fidorauewuziniindinil Adsdinaswaun
Fesn1ansiudoyadoundy (Feedback channel) ¥osfuuinng ileflazaiunsnuiudss Service Attributes fiogly
nauilagasteiiles (Continuous improvement) iasnadaatuamaaniaesfuusnisognaontian
“AnunSounazANAINYDY Hardware ﬁugnuﬁﬁ%ﬁu” (SQ1) anegly w;mﬂﬁ 2 (Quadrant Il) Aa ndu “iui
aruaula” (Concentrate Here) ¥t fuuinislianuddyuazarumenisie SO1 g9 uinamsujiRnudu

o w '

SQ1 agluszauiian datiu niienui ICT fadlinnudiAysenisusuumilunisuinig sQ1 Wududuusnegns
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3997w BaauAdelae Hsu et al. (2018) IRidufisarumdouuazaunmues Hardware Hugiuiisndu fanunse
advayunsvhaulsegivszd@nsnim 1w PC, notebook, internet 1ugiu Lﬁaaﬁuagﬂﬁ@’%u’%ﬂWimamm/‘hmulﬁ
ogeseLilos lifinda Taofifouusihliiinisdrnauasdariununudenisues Hardware aluduusuniuay
AN tilpsesiumNFRINsTuTIINITIEUINYE COVID-19 wieanunsalitliun@idug Antnnuesivazdesiny
“Work from home” laianansaudvheniuaauiivhannls 1Wudu

“AuNSouLAEANNTNTDY Software flugiufisudu” (5Q2), “dumeunisvefuuinisdu ICT Ligasnn/
dudfou” (5Q3), “mafmuaneazdenduneuvesnsliuinisd ICT Sanudaian” (5Q4), “Usvandnmueanisl
ANuTIEIMADvRsNTNLFY ICT H1USEUU helpdesk” (SQ5) ANBguUL 99A1AT 3 (Quadrant i) fie ngu “d@rdy
AR (Low Priority) Flkfiui ASuuinistianudidguazauaianisee SQ2, SQ3, SQ4 kay SQ5 i lu

o

vuzifeniu giiusnisidszauamnimnisTiusnisiindaeguiu datu widse e ICT arsTianudidglunis

v
oA

UFuUss Service Attributes TUﬂqmuLﬂuﬁuﬁuqmﬁw (Martilla & James, 1977)

“sranduntunsunisuimsveandnaudiu ICT arugniosusiugr” (5Q7), “wifaudiu ICT THusnis
uidgminssnariidivuald vie Aldynnld” (508), “winerus ICT fanuBangulunisliuinig (SQ11) wax
“wifnarugiu ICT Wiaranerlaldlumsliuinis” (5Q12) aneguu agnad 4 (Quadrant IV) Ao ngu “Tlenadunan”

v

(Possible Overkill) Fliiiuan f5uusnslianudiAtyuaraianiasie SQ7, SQ8, SQ11, wag SQ12 fn luvnuieiug
TiusmsfiszauganinnisTiuinisge Aty miheaud ICT lufianudndudomesiudiuuse Service Attributes
fana1 F9911398lne Martilla & James (1977); Mohammad et al. (2022) l@lnnuiiuin niwennseneg Alddmsu

Aanssulunguil mstiuvselondrelativayufanssudu q NdauAuinnid

nsilulduseleed

Uselomivesenifei] aunsoudslioaniu 2 daw Wud UselowdBmaud uay Uselowiaudmsdans &
fiswandeadeluil

Uselevilidangui)

nuieTauensou mavssdulmiffluiieneienuddyuasanisufofnures fEuuimadeamninnis
Tiu3nsdu ICT Tutsaniunisallaiund 1wy n13sgu1nues COVID-19 Funnineainauddefiinuaniidinsziilugag
anunsaiUnfvindu

N5UsEENANTEUMILUY “SERVQUAL Model” Tumsinseiinnuddguarnan1sufifauvesysuuinisee
AaAMANS1HUIANTEL ICT inseunquundid laun fRganmiidudeds ffanudede finisnovaussves
winau ffnsenlaldnnninau uasiifinanulinga

uideiiusryndlids Revised IPA Felaqndeuvadis IPA wuududuiinstnauddglasnss (implicit
Importance) 9nn1sUsEIiunzuuuANNEIAYlnenTINETUUINT BsaziAnauiliinbes uazauaanAdeu 3
mATeEldnsanuddmeden (Implicit Importance) Tngldpndudsyansandustugifeaau (Partial Correlation
Coefficient) 5¥7319ALLUNNANTITUH TR (Performance) iU A udianelasiu (Overall Satisfaction: OS) WA

AzluUNTInANuERelngnss (Implicit Importance)
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NUITEaF1IRNUAIMIINIIYINTT lagaue N5 IATIETANNEAYLazNan SUURMIY vesnuAINTg
Tsu3nseu ICT Tugansszuiares COVID-19 fanuidediuandsmanisineluuoni

UszlollBauinmsdanis

MU ICT VO9AREIAINTIUAIENT LNINedeNAna nTalAny) UnTaUNTILATIZRAINEIALLAZNANTS
UftRmuesgunmnsliuinisiu ICT Tludaansszuinues COVID-19 samnsaussgndluldfuantunisaiitling
Adnwalndides

MBI ICT vesrugdmnssumans uning1deuing danudilateanunanis uag auianalaves
fsuuimantu anseiwasmAdelulilunismausuuiuugenssdugunimnisliuins lugasnsssuin COVID-
19 Tneilafadfunuddyuasnmudnuansliuinms (Service Attributes) Taufamsdansneinsimanzan

mheudy 9 fiiertenisuinisdiu ICT aunsadssgndnsevtesnuiseiludlunsussduauiimela

YDITUUINSHOAMNINNITUINSA ICT Tuanumsainlduniludnuaeifieiu

G

9

agunauide nsiieseiaudfguazian1sujiinuresauninnsiiuinisau ICT lugienisssuin

vy
a v A

Y94 COVID-19 n3elfnwy Aazdrnssueans uniivendeuiing nadnsannnsidetdaliiuii awnsassunaanue
M3lU3N15ANU ICT UUNSOUKLIAA “SERVQUAL Model” ladnuau 15 Aadnune uloununnnanynedangny 1l
AATIERANEIAgLasNanITUfURNUTeIAUNIMNISIAUINISAY ICT 2875 Revised IPA WUl @111509nnax

Aaudnwuznsliusnsa ICT sendu 4 nau lown nquil 1 “vhAudrdnuly” (Keep up the good work) f4uau 6

' '
[ = [ = a

AuANEY Benudnvuzieglunguil dnan1sujiRnunddsedniaim dnsdanisia wazafrennuiianelalviu

q q

v
U = [

ASUUsNIs datiu FamssnwdszansnmnisujuRauiuly nqui 2 “wisanuaula” (Concentrate Here) 917w 1

Y

' ' v
[ [ = o o o £%

AuaNvMe Janudnvuzneglunguil nan1sufuinuaien giuinsaisivanuddyiuaudnuusiu uay deq

q q q

2

'
o o o

UFulsanasiauUsedvsnmuesnudnyuea a1 linuueg1useniu ngui 3 “amuaud1Aysn” (Low Priority)
f9u 4 audnvay Rnudnvueieglunguil lifianudAgluasnvesSuuing Tuvasdeaiu nanisujdhnu
M o a a Y a o w o & 9 vy v oA v ooa .

Alaifiusgansam glivsnmsaunsaananudifnyuesnndnuastulitosadd uas ngui 4 “dlaniadudn” (Possible
Overkill) fid1u3u 4 Aadnuwae Fanudnvuzieglunguil lldddgluusunvesduuinig wisdnilasunmsuinisina
Aliusmsanunsadaassvselondreninensiuduilluliussloniludmdu q unuld Sinnanisagudsnandisiu

HusmsesAnsnsalfnw ansathluuuduamninnstiusnisau ICT Tugenmsseuinves COVID-19 vaseiAnsla

Fairnauazdatauauuzdmiuanuidelusuinn

nATeillfavenusiirmmesmidelusuan 1

1. Asfia1suINsTanquiuUsAnaN v veINITUSN1IAY ICT MewaliaNsIAs1eeIRUTEnoulds
#1779 (Exploratory Factor Analysis: EFA) iitednlassasnengusuusandnunsdnarilidanudeiu

2. MIUNTBULUIAAKALNGE] E- Service Quality saufiansantunisimunnuanvazveinisliusn1snu

ICT e lvidannaasiuusunNAnwIuInIu
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3. N9YIAINIINTOULIAATENLATEE TR UFLUUATTY (Kano Model) agdasliidnladansduun
audnvaznsbivimsiduiudiuszduanufianelares¥uuinng iemnUssinnvesnuanwugnisliviuinng
(Service Attributes) fifnaifu axiidvnadesziuanuiiemelavesiFuuinmssieiuluse

4. MmIleTginsiaasImineInsiivanzas (Optimal Resource Allocation) titetaelstlsuinisanansa
andulaldegnafimniing I1Arsdnasninensiudadiuinle dusunsuiulunudnyazueanIsusnig (Service
Attributes) fidndniinasennuiiemelavesiiuuing Insaunsaldnsuszyndmaiia Importance-Performance and

Gap Analysis (IPGA)
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