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Abstract

This study aims to investigate the factors of perceived educational service quality using the
SERVPERF model affecting the satisfaction of Laotian students in Thailand. The research methodology
was a mixed-methods design, by integrating quantitative data from 232 Laotian students (Convenience
Sampling) which was analyzed with multiple regression statistics, with qualitative data obtained
from in-depth interviews from 17 Laotian students (Purposive Sampling) by using content analysis.
The findings revealed that the five dimensions of perceived educational service quality could jointly
explain 33.7% of the variance in student satisfaction (R* = .337, p < .001). The factor with the highest
positive influence was Empathy (B = .576), followed by Responsiveness (B = .174). These results
align with the qualitative data, which indicated that students were most satisfied with the student
care system that emphasized understanding and rapid service delivery. Conversely, Assurance (B =-.125)
and Tangibles (B = -.117) were found to have a significant negative influence. The qualitative data
elucidates these findings: regarding Assurance, although students trusted the personnel’s knowledge,
they desired a reduction in formal regulations to increase flexibility. Regarding Tangibles, despite
the aesthetic appeal of the facilities, significant issues were reported concerning internet stability
and audiovisual equipment. Meanwhile, Reliability showed no statistically significant influence.
The findings of this research can be applied to determine educational institution strategies, focusing
primarily on Responsiveness and Assurance in order to truly meet the needs of learners.

Keywords: Service Quality, Satisfaction, Educational Service, International Student, SERVPERF Model
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REL 239 1
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*0 < 0.05, **p < 0.01, ***p < 0.001
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AUy t p
B Beta

WUUI8D SERVPERF

Tangible - 117 -.144 -2.032 .043%
Reliability .032 .036 0.571 .569
Responsiveness 174 .244 2992 .003*
Assurance -.125 -.124 -2.065 .040%
Empathy 576 534 9.845 <.001**

2 2

Constant = 1.935 R = .581 R =.337 AdjR =.322 dfl =5 df2 = 226 SE = .468
F(5, 226) = 23.0

* ffudndumsadffiseiu .05 * Sluddynieadnisesu 01
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way Adjusted R? = .322 Famaneanuinlunaaninsnesuiennuulsusiuvesiiulsnldfosay 32.2
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savipuaUABINTIUAINa 1 lunduRlTuINg Tneseydn

“Praduseninaueudesiiuly” ({lideyandnauil 9, 2568)
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nalagasy widdldusnisdlngjasiinnuiianeladedfnunienin wianufnwinlsii
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dmsuinAnunliiiieanasonIufeInis

N155UERMUAMNTUINIINISANIdIUAdII TR T

NAITeNs3uiANMMIUSMIMINsAnwdumaidetie wui {lrdeyandndanlng Taild
avvouussiiutamvsedoiausuuyladufiem

nan1sAnuliduin msliusnisvesanudnulunmsduldamuaumendeiugiues

A3uUIn1s wenanil gldeyadilauanvirugnasiouds anuwesiukazanudulalagsiudeanudnm
“fanuuladeanudnululve” ({lvideyandnaui 6, 2568)
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mamﬁé’aﬁLLamﬂﬁLﬁu’jﬂamuﬁﬂmmﬂﬁmmﬁﬁiﬁunuwwé (Human Capital) kazA1u2a10
yaosuaivesyaans dedimnuddymilonintadeiuing aenadeatunuideves Guo, T. et al. uaz
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nnanauA1Auianelaligeliuvegeiidedfny (Bell, K., 2021); (Hoo, W. C. et al., 2021); (Magasi, C.
et al., 2022)
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