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Intaso Naruemol.(2011). Students’ Perception Towards Service Quality in Special
Program of Master Degree in Business Administration and Loyalty Towards
Suan Dusit Rajabhat University. Master's Project, M.B.A. (Management). Bangkok:
Graduate School. Srinakarinwirot University. Project Advisor: Associate Professor Dr.

Nak Gulid.

The purposes of this research are to study students’ perception towards service
quality in special program of Master degree in Business Administration and loyalty
towards Suan Dusit Rajabhat University by studying personal factors, perception
towards quality of study program of Master degree in Business Administration which
comprises 1) Reliability in quality standard, 2) Responsiveness to students’ need, 3)
Assurance, 4) Empathy and 5) Tangible service; as well as, students’ loyalty in special
program of Master degree in Business Administration of Suan Dusit Rajabhat University.

Samples for this research are 200 students at Hua Hin education center,
Nakhonratchasima’s educational service area and Phang nga’s educational service
area. Questionnaire is the tool for data collecting. The statistics used for data analysis
are percentage, mean, standard deviation, independent t-test, one-way analysis of
variance, pair comparison analysis by using Fisher’s Least Significant Difference (LSD)

and Pearson product moment correlation coefficient.

The research results revealed that :

1. Majority of students in special program of Master degree in Business
Administration of Suan Dusit Rajabhat University are female, 31-40 years old age, single,
studies at Phang nga’s educational service area, have 3.51-4.00 GPA, joined program
in academic year 2008.

2. Students’ perception towards service quality on overall reliability in quality
standard aspect and each aspect particulars which are program quality, administration
of special program in MBA-SDU and quality of staffs special program in MBA-SDU are at good
levels, while quality of instructors of special program in MBA-SDU is at very good level.
In addition, students’ perception towards service quality on overall responsiveness to
students’ need aspect, overall assurance aspect, overall empathy aspect and overall

tangible service aspect are at good levels.



3. Overall loyalty towards Suan Dusit Rajabhat University of students in special
program of Master degree in Business Administration is at the highest level.

4. Students who had different marital status had different loyalty towards Suan
Dusit Rajabhat University at .01 statistically significant level.

5. Overall perception towards service quality in special program of Master
degree in Business Administration correlated to loyalty towards Suan Dusit Rajabhat
University at .01 statistically significant level in the same direction at moderate level.

6. Perception towards overall service quality correlated to loyalty towards Suan
Dusit Rajabhat University at .01 statistically significant level in the same direction
at moderate level. In each aspect, perception towards overall reliability in quality standard
aspect and particulars which are 1) overall quality of instructors, 2) overall program quality,
3) overall quality of staffs of special program in MBA-SDU 4) overall administration of special
program in MBA-SDU correlated to loyalty towards Suan Dusit Rajabhat University at .01
statistically significant levels in the same direction at moderate levels, except overall quality
of instructors which correlated at low level. Perception towards overall responsiveness
to students’ need aspect, overall assurance aspect, overall empathy aspect and overall
tangible service aspect correlated to loyalty towards Suan Dusit Rajabhat University

at .01 statistically significant levels in the same direction at moderate levels.
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ANNanala S = Satisfaction
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1. frunaneneliluninsgiununinnisBeunisaen w4 fAudes

o dgj
JU

1
v A

fia¥l 1 - 5 AmnNEiuAIuAUNINeNANsETHaeY  AnszLuUdeUnINTY

v o
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WU Likert Scale ldszaunisdndeya Uszinndunsnia (Interval Scale) 1 5 svpusail
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Taliiugiae 2 AT
Tailfiudnengngga 1 AZLUU
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4. NFIATIZNLDYA
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1.3 NIMANANMLENILIUANATENY (Standard Deviation) i W lumsutla

pvvisng resdieyaluiiusine luuuuasunns Ineldqms (967 29ATnuz. 2541:65)
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ile  SD. UN ﬁ’uﬁmmummﬁm
n2x’ UnNi NATINTBIAZLUULA RS MU INANAIA8Y
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n WY RIUIUNANDBEN

1 2
2. ATAENELNTY (Inferential Statistics) (NaNARBLANNFAFIW ATl

Al

2.1 &0AAN (Independent t - test) ML FeLMLLANNBANFAIURIARRLTENIN
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=2 = ° \ & a P
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2.1.1 nauAAuuLlatsuwingu (87, = S7,)

t = X, - X,

2
S, 1 1
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n1 n2
df = n,+n,-2

212 nrdAraundsdauldivingu (87, #57)

et wnu ANEnAN1ENaN30 U t - distribution
! dl U Qi
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o . o
WY AeALsETININgNT 2
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MS(W) unu  Atszrniaespannudslsunialunguidszaang

(Mean Square within groups)

'
=
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al

Uiasannmgiuses (H,) UNNEAINLN TNANEI AR UAN U ANANAsS
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TngazinnisnmasauAauulslsmussusazngunaulngld Levene's Test 9

H, : Ao ukLsLmuzesusasngumngu

H, : A nulslsauaasusiazngulaiviniu

nansaaeuAdNilsLmulnglssAuacnimesiu 95% avfjiasanuRgIuman
(H,) uazzaniudnamgiuses (H,) Afale AN Sig.  NANTIaNT1 0.05 HANNINARBLILARS

AIFNTN 28

AN919 28 WAAMNANITFE UM LA NLANFAINIAIAINANAVRIUNANHIAANUAN LAl

PIANAIUARA NUNANADTUN NGNS

Levene'sTest
ADIUNIN
. e for Equality of t-test for Equality of Means
pollanFnsn AuTA
Variances
F Sig. X S.D. t df Sig.
13.47** | .000 lan 4.09 | .754 |-3.376**| 175.80| .001
o a
AHNNABID
L ausa/ 4.38 | 446
WAVENA T
. variances BEAILINTY
YN . 4
_ not assumed N8/
AN AR
uenAueg

AINANIIN 28 NANINAABLAIANNKLTUILFRTNgHNIBIANANRTILNANEY
NUNANENAUPITANAUARA ANUNANADTUNINANTE WU
ParAaeeinAnEn el ansnnanen Sig. 184 Levene's test Winru 000 atiaenn o1
VRPN AP e siasnguan T WaNsA I Wi AT MamaaeLAn t netlAeN
wtlst sl inrii (Equal Variances not Assumed) HamMIyARaLIFRNNUANA WUBIANRT I NATe NG nen
Ry

FleaTRNAET I AN AR HAN Sig. wini 001 Betiesndn 01 1R U weaami g man (H) uas

eRNFLANNA §11904 (H,) MHneA1Nd 1 UNANENA R an i wansauwnns 197 Hanusinasie
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VLA AR B i eses B Msvee & nnd P et e s i amaien (OreWay
Arelysis of Viarianoe: Ore Way ANOVA) msvieerLiss i 3k s P s 96% Tneresi msvieseLAY B
UL AR N e AL ae g T Wy eeL R § ANENI N Fest Uasi P

1 1 1 ! o 4 a dl a2 a o
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HAneaeiNTiaeniee 7 ezl n Bren i en 18w en (Viuioe Comperison) e 5 vingen Fisners
Least Sgnificart Diference (LSD) 82 Dunnetts T3 N evnaYinA e o1 1ausngt i
TneaziianisnsaaseuAIANLlsluresusiaznguneulneld Levene’'s  Test
dl a o d’j
TIPNANNAFI 91
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FI1979 29 LAANNNINAABLAIINLLTLTuTaIUAREN AN AUEINIIANEY/NUNIANIIANHNTD4

UnANHINMNANENAE T AUARR

. e Levene df1 df2 Sig.
AauLlINAN©
Statistic
pNnRReVTINENdET AN AR 8.299* 2 197 .000
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: . SN0 =<, 9 | i o = o = |
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ANaURAR




118

AINANTI 30 NANNTIATIZIAINUANANNTRIANTN AN AN AaxInen At
211577 aUN AR SruunmuAudnsAnEALTaAn1sAnm taeld Brown Forsythe  test
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FANUIINENALINTANAUARR AIUUNATNAREINIIANEY/AUNTANITANE WL
o =K -dl 1 A [ o K dl |da/ dl o =2 o o o a .
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H, nAmen A naneR e Ul s seasrAvender mi s Aausmsinaiy

dFuaann W lumsdme adlimmesey SaemsdnmeiAnamnaulslmumadien
(One Way Analysis of Variance: One Way ANOVA) nsnngeLiannagn1ild SRR R8T 95% Tae
azinnImagaLANulsUuesLAazng N e i nwdstmuisaznguminiu inase
ANNFAFIUAINATN Flest  waztinanmuLlssauusiazngn iiwinduliinaseusumi giuannema
Brown-Forsythe test Az lfjanaaaiigrusman (4 siaidle A1 Sig. FAntiesndn 05 uasknausfgmy
Rl IR FIMAN (H) uazenniLauus g1iee (H,) fitlAases Nﬁ@w{iqdﬁ LENGINAL
aerilduBeuieudsdoun (Mutiple Comparison) e li3gnaaaL Fisher's Least Significant Difference
(LSD) %50 Dunnetts T3 evnANInA WL@?QIH@GLmﬁNLLmWi aSant

TneaginnememasenAanauLlslmuseusiazngurioulnsld Levene's Test
g gmﬁ\iﬁ”

H, : ANANNKLTLTIUIR AR NN

H, : ArAouutlstsuaasusiazngalaiviniu

HanTIneagauANNLlsUmulne s uANE e 95% Az1lfjidadnnmgIumnan (H,)

LazeanIUANNAFIUIR (H,) fAiralile A1 Sig. NANTeENIN 0.05 NANNINARALAIAITIN 32
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FIN319 32 UAAINNINARALIANLL T UBasIFAaTNgNINIALRAE TASIN AN EINUINE At

AN AIUARR
FauLlsRAne Levene Statistic dft  df2  Sig.
PR eNVTINENA BT AU AR 1.399 2 197 249

AINA9N 32 HansAdeLA1ANLl LU TnglEat5 Levine Statistic test wudn

o a a o 1% a o dl 1 . IS 1 s zé =
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AN 34 LAASHANITEU U LANNNLANFANNIA9ANNANAIAIN AN Aa NN IN Al

o a o = =® dl % a
INTNHAVUAAR ALLUN ANNTN2FANH TN T

Levene'sTest %
i for Equality of - t-test for Equality of Means
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Variances ,
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= Sig. X S.D. t df Sig.
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AAHNNA R D
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o =2 ' a o o 2 o = = 9 = '
UNANEANNINE1A I TINAIUARA AMUNRNTNTANEINE T WL
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lulpsansiiARuANgATLENNNA Pearson Sig. AL NANg
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[ P
1. PUANNTATA LA L UNIASFIVAMMWANSEaUNITAAY
AIUANNINENANTERADY

1. eApEaeiADAFRENERTA  0.262**  0.000  FALAININ  Reniu

2. a1a13siimAnAlUNNTAa 1A 0.306** 0.000 FUALAN  tRsru
rdl = % dly a dl = o °I a o

3. ensinaedl g e genn 0.336** 0.000 UAUAN  tRsnru
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4. @1anseiRanANa1NT0 TN aaUN

Auan N AN a1N190 TN

noud idszendlElfass 0.369**  0.000 FTAUAN  IREniu

o = P A A ¥ PR
5. ‘Lmﬂﬂ‘i:f’mm’mLﬁﬂﬂﬂslum’mgm\‘l’] N

1H5uannananstifjanu 0.315**  0.000 FTAUAN IR

puAnNINEIAsEiaaulnesIn 0.446**  0.000  STAUAT LAY
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NN35L3939FBAMAINNNTLENS

TulpgansiAEnaNgRILENNIgINA

ANNANAURNINAN 1 FD

NVNIANENRBTITNT)AIUARR

Pearson Sig. YA NANTS

NWLITUTR Correlation  (2-tailed) ANNANNUS
(r)
AMNTNUANG RS
6. TenThvAgrRlaanihh kel Bies 0450 0.000 FTAUAN  henfu
d” o IS o o v o
7. \HBMUANgAINAINTIUANE AL
anwnisndlutaqiiv 0.429** 0.000 FTAUAN R
8. NANGATH AN ATALIARNAINNH
N1TUINNIEINS 0.242** 0.000  FEAUAWN e
9. MANGATANNION LIHTINAN NG
AR INAINIDNBINTNNULA 0.362** 0.000 FTALAN e
o 2 = &4 o
10. BnANHANHEmaNE kAN LA
[ % = dyd a o
wANgmINsEeinIseLaslasnIif 0.539** 0.000  thunae  wenriu
PIUANMWUANEATIALISIN SEAL LN
0.537** 0.000

1unang
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A9 35 (618)

ANNANAUIRNINAN 1 FD

NN35L5A39ARAMNINNNILTNNS NMINENRBTTAAUARR
lulpsenisiiAsuangnILzuIsgsna  Pearson Sig. SLAL A
NLne Correlation  (2-tajled) AMNELALST

(r)

AuAMMNARINUNNULUTATINISALALY MBA NaA.
11, wiineuianngniwiluiues 0.488**  0.000 FTAUAN  Aenniy
12.. WInTH P InER e s Ui B 0.509+* 0.000 TAMMAN  Benfu
o = ¥ o a %
13. WiineuinIgliiiEn19gnéieans
AUANNARINNTUDITINAN TN 0.447** 0.000 YRR Benfiu
14. Winand AnumeEa s lilsng 0.496** 0.000 SYALIAN ey

15. wineuRaasnAelusstiuusia wanla 0548 0.000 AL nAN

AIUANMINRINUNIWY SEAL

TAsIN1sNLAR MBA N IAEISAN 0.581** 0.000 dhunae  heanu

ANUNITLFNISIIUTASINITNLAL MBA NER.

16. WL NEIF NI ANNTANENTZAL

T mAmnRnan waBasinedmal 0.499% 0.000 22 LIAN Benm
17. AmABWel e e esel Bianveyns  0.539* 0.000 sehne  weniu
18. UMABITE AR eLTEREL BNl 1=l 0.495% 0.000 SYALAN CHa

19. nstmsuangrailulilanumany
Aaan1saa9inAnen 0.489** 0.000 A LIAN WBenm
20. IasannsRnnseanfudatinnanai 0.518** 0.000 TALMMEN  Benfu
a & o a o a o
INPTULAENIANAAZANTUNNTUA L
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ANUNITLFN5NUTATINTN LA sTAL
MBA NAR.IAfISIN 0.624** 0.000 dhunae  wBEINU
pruANNdatalaluNInsgIu sTAU

AMMWMSIFEUNSAaUlAEsIN  0.723* 0.000 thunae  1egNuY
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NN35L5A39ARAMNINNNILTNNS

ANNANAURNINANHFD

NN ENAUINTAAIUAER

lulpsenisiiAsuangnILzuIsgsna  Pearson Sig. SLAL Anna
NLne Correlation  (2-tajled) AMNELALST
(r)
2. AUNITARLAUDIADAIMNADINITURIUNANE
22, WINI U AN TR ADLIAUAT) ol
[~1 o o [ o =K = o
995 A 1 UTLAFAURURNINANE  0.502% 0.000 1unaN Reaiu
23. WiINI1UIR4IATINITHAN I NNE DL
TunslfipanNdaeuaaLAunenen  0.458** 0.000 qeALAN e
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24. Wiinauradlpsn1slA NN 1A et
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27. tnAnHRANNEaulun2 @8 e
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v s I Y .
28. iinAnNANTasWluANEY ol
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NN35L5A39ARAMNINNNILTNNS

ANNANAURNINANHFD

NN ENAUINTAAIUAER

lulpsenisiiAsuangnILzuIsgsna  Pearson Sig. SLAL Anna
NLne Correlation  (2-tajled) AMNELALST
(r)
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