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ABSTRACT

The purposes of this research were: 1) to study students’ expectation and perception of service quality
provided by public universities, 2) to compare students’ expectation and perception of service quality provided by
public universities, and 3) to study the relationship between perception of service quality and loyalty of students to
public universities in the Northeast region of Thailand. The populations were 60,834 undergraduate students in public
universities in the Northeast region of Thailand. The samples were 402 undergraduate students chosen by stratified
random sampling method. The research tool was a questionnaire. Statistics used in data collection were frequency,
percentage, mean, standard deviation, Pearson correlation coefficient, and t-test.

The results were as follows: 1) The students’ overall expectation and perception of service quality provided
by public universities were at the highest level; 2) The students’ expectation and perception of service quality
provided by public universities were not found significantly different at the .05 level; 3) the perception of service

quality and loyalty of students to public universities in the Northeast region of Thailand were highly correlated at

the .01 level of significance.
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