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Abstract

This article aims to study and gather information on the current
desirable factors necessary for developing strategies to enhance the service
quality of personnel at Samut Songkhram Campus, Suan Sunandha Rajabhat
University. The research also aims to establish a strategic model to develop
Guru service quality among the campus personnel. This is a qualitative study
that employs purposive sampling based on the criteria of Ivey & Ivey (2008),
with 18 key informants selected according to the criteria of Thomas T.
McMillan (1971). The research instrument was in-depth interviews using
future-oriented research techniques via the Delphi Technique. The
statistical methods employed for data analysis included percentage, mean,
standard deviation, median, and interquartile range (IQR).

The study revealed that: 1) The desirable factors for enhancing
service quality consist of five aspects: Reliability, which should be reinforced
by principles of good governance; Responsiveness, which should be
improved by developing service mechanisms, human resources, and
supporting technology; Empathy, which should involve linking research
databases to address service needs and issues; Assurance, which should
focus on enhancing foreign language and digital skills, and implementing a
personnel development monitoring system; and Tangibles, which should
ensure efficient material and equipment management across departments.
2) Regarding the second objective, the median and interquartile range (IQR)
of the responses from key informants concerning the vision and mission of

the draft strategic plan indicated unanimous consensus, with median scores
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mostly at 5.00 and above 3.50, and IQR values (Q3-Q1) < 1.5, signifying a
high level of agreement and feasibility.

The strategic model, titled SUNANDHA CIT SKILL, comprises three
strategies: Strategy 1 — Developing personnel competencies to produce
specialized graduates and to cultivate professional, ethical, and moral
personnel. Strategy 2 — Managing the service system in education by
promoting learning innovations and raising management standards to
international levels through digital technology. Strategy 3 - Establishing a
distinctive identity in service through innovation and creating networks for
academic health services. These strategies represent an integrated
framework of development, management, and identity-building aimed at

enhancing Guru service quality as proposed in this research.

Keywords: Strategy, Guru, Service Quality, Samut Songkhram Campus
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Tnefimsdoansvouion Sy wasUssnduiusigs
nagnsduasuuazatuayuveeiasatnesin W li
irsnuvseasAnsmelulssmaiidiusaulunisdanisine
WisPaUTHAVNM I ABRENsliusE NS AW

- fulsunedidaeu Wuunddinsfnwduaunimuasliuing
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- iusmsinnslunsquauazdaaiuguamlviiugasueeng
asiuaue Tneysannsiufuaniumeiuna uasynsnudl
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- duadunisliuinisinnns laswiunsasienuduudeedn
geulifuguvu Tsadou Sawieguu ndueinduseneunis
Insiupesiosiiu

- MOU fumihgauneuen

A 1 JULUUENSAERSLTieas1aenTinAYANATNNITUINITVBIUAAINT

INYUVAAUNTAIATIN UIINYIREIIVANAIUFUUN

NANA 1 gNn5A1an3TiTand1 SUNANDHA CIT SKILL Usenausae 3

gnseNans Ao eNsANENsN 1 WaunaussouryAansiieatiuayunsninUndin

(% 1Y o

Tiflenudeimneanizenu waznsiawmdeulidanuduleodndnusssy
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as1euinnssy nSeus uagensgdunisuimsnulilauinsgiuainasie

o

walulagAdna wazynsa1ansy 3 as1egnanwaln1sliuing WWeaseassa
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Wioadaninazannn1TuInTg 5 du ldud amnuvidede (Reliability) n13
MBUAUDIAIINADINITHALTIALST (Responsiveness) nsidlan1ssusany
Aoan15v09K5UUin1s (Empathy) muduiloadin (Assurance) wazmaanandu
5Us33u909U3n15(Tangibles) € awan133 o faruasnadasfunulfn
SERVQUAL 284 Zeithaml, Parasuraman and Berry (1990) WU11 A1N@14158
Tunsliuimsinssiunnumiens visannniemuaands wesdululuwndn
FULUUAINNUINS HISTOQUAL model w83 Misiura (2006) Wu31 snanenandu

5U555UU09U3N15 (Tangibles), Aulinngla (Reliability), n1smevauesnl1u

U
£%

#184n75 (Responsiveness), N15WiAUIIULA (Assurance), Msidlanissuiay
A OIN15VOIH TUUTNIT (Empathy), 5¢AUNT54 8415 (An examination of
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gn5A1an s oas1nenAATAMNINN1TUINT USUldwuifAn Benjawan, K.,
Thoongsuwan, A. & Pavapanunkul, S. (2018) & i AnulnalA gannsuwuifa 09

HAaM TN laluinguszasn 1 JeyaguuuugnseansiieaisenvinnzamunIm

a o v oA

N5U3N15eUATeld nud1 AmnnsuIMS 3 fuiididy Ae 1) duns
Tusn1s 13871 A1ANNSUTANS Usenaunay Strategic factor, SERVQUAL and
Service Quality Model 2) MuN15UIMITIANTST UsenaumeuifnAMnInuINg
SERVQUAL @a jUdnwain1an1ean (Tangibles), autdede (Reliability),
N13MDUAUDIAIIUABINTST (Responsiveness), nsTwmnusiula (Assurance), s
W1lan1s3usAUAeINTS (Empathy) baglhuifin SERVHISTOQUAL Aig N3
MOUANBIAIINABINITHATSINET (Responsiveness), & 481U38ANATAIN
(Physical facilities), mwmﬂugﬂﬁiim (Tangibles), auy i ede (Reliability),

sa vo

HAFNSNH3UUINTLASTY (Technical quality), N155U3AUGABIN1S (Empathy)

a a a
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U q
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Asiidugusssu (Tangibles), nmdnwal (image) AaA B vthishunsUF iR
(Functional quality Performance) lawn Aa1uu 11§ oo (Reliability), N3
POUAUDINDAIIUABINITITINALUlad (Responsiveness), anusulalunisld
walulad (Assurance), Anuidnlalumalulad (Empathy) LagAanInueIng
$u3 (Perceived quality)

3. sadegUuuugnsman il eadseniAn A NANTUIA1TVBY
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4353003a (2562) LAAN¥INITIATIENY04INANAINAITUING INYIFEUIYA
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o W
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v 1Y a

938597 AOAAADINULUIANTDIAITNIIU NN, WU dussauzuwan Usznauld
fe 5 aussauy Ao Mmfsadugnd (Achievement Motivation) N15u3N1571 7
(Service Mind) n15& vaaaa13d 82919yl uaue1dw (Expertise) 9385554
(Integrity) m1113231593 2119 (Teamwork) wavaussauswiii a1y 8nstads
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(% =

Fvinsanuguamaneig Fanagnsi 3) lugnsaansi 1 nagnsniswamun

¥
= a
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M5UsELAU (Assessment) WHUN1THAUISIBYAAR (Individual Development
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Mentoring, and Sponsoring) N5 NLKNUNSAUNEARILRUILA AR DANITNIIU
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Tuaneendn (Career Path) UsUldRunsitmuyaanslidiumsiigaty W
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