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Abstract

This research aimed to study 1) the quality level of factors affecting service quality
2) the level of service quality and 3) the factors affecting the service quality of Service Units
at the Phetchaburi Special Education Center. The research sample consisted of 138
participants, including school board members, personnel, and parents. The sample size was
determined using the Krejcie and Morgan table, followed by proportional stratified random
sampling. Data were collected using a questionnaire with a validity index ranging from 0.50 to
1.00. The statistical tools utilized for data analysis included frequency, percentage, mean,
standard deviation, and Stepwise Multiple Regression Analysis.

The findings revealed that 1) The overall quality level of factors affecting service quality
was at a high level. When considered individually, service personnel had the highest average,
followed by service process/procedure, buildings and locations and materials and equipment
respectively. 2) The overall level of service quality was also at a high level. The aspect with
the highest average was understanding and serving clients' needs, followed by responsiveness
and assurance and physical quality and reliability, respectively. 3) There were three factors
that significantly affected service quality at the .05 level: service personnel (X3), materials and
equipment (X1), and service process/procedure (X4). These three factors could jointly explain
84.0 percent of the variance in service quality. The predictive equation in standard score

format is formulated as follows: Z,, = 0.513(Z5) + 0.363(Z,) + 0.158(Z,)
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