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 Background: Thai people are willing to spend their money on education because they believe that 

individual education can help them to get a better job or higher social status. Thai students tended to 
move to study in Bangkok. Thus, the universities in southern Thailand have launched market 

expansion effort in order to keep their student quantities to sustain education industry. Objective: 

this study paper will focus on the importance of enhancing student satisfaction as well as the role of 
value in increasing the quality of services offered by the universities, in order to increase their 

competitiveness in the southern region of Thailand. Results: The results of this study indicated that 

from seven dimensions of service quality and academic quality (combination of tangibles and 
reliability, responsiveness, empathy, assurance, course quality, teaching quality, and academic 

facilities), four dimensions are significant and are found to have a positive relationship with student 

satisfaction namely (1) combination of tangibles and reliability, (2) empathy, (3) assurance, and (4) 
teaching quality. Conclusion: The service quality dimensions must be used as the focal points in 

developing the academic quality guidelines for the university. More importantly, the University’s 

management has to carefully ascertain the types and degree of service quality that may enable higher 
performance of the institution.   
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INTRODUCTION 

 

Thai people view individual education level as a 

key success factor to get a better job. The higher the 

educational attainment, the higher the social status is 

deemed to be. Thai people are willing to invest their 

money on education, even though the tuition fees for 

higher education are considered high in Thailand   

(Euromonitor International, 2009).There was an 

increase from 32.3 billion Baht in 1995 to 41.7 

billion Baht in 2007 and 45.2 billion Baht in 2008 

(Euromonitor International, 2009). According to the 

National Statistical Office (2010), of the total 

educational expenses, 20 percent concerned 

education fees and the remaining 80 percent were 

related to educational expenses including clothes, 

food, commuting cost, educational equipment and 

extra tutorial classes.  

Based on student enrollment, the Office of 

Higher Education Commission (2013) has reported 

that there were 1,216,512 students in 2012. However, 

most of the higher education institutions in Thailand 

or about 44 per cents are located around the Bangkok 

metropolitan area with twice as many students than 

other provinces. In 2008, there were 1,730,792 

students enrolled in higher education nationwide 

whereas only 144,140 students were enrolled in 

government universities in the southern region 

(Sangnapaboworn, 2003). This figure amounted to 

only 8 percent of the total higher education students 

in Thailand (the Office of Higher Education 

Commission, 2013). This reveals that the universities 

in this region of Thailand are not considered as the 

first choice of students, and it becomes a crucial 

challenge for universities to sustain in the market 

place. In addition, there is a marked contrast between 

an increasing number of courses and programs being 

offered and a decreasing number of students in the 

area. This situation has been affected by the facts that 

many Thai students seem to enjoy various choices of 

selection in terms of majors and educational 

institutions in Bangkok area, and as a consequence, 

they  move to Bangkok to further their study 

(Sangnapaboworn, 2003).  

Nonetheless, the survival of universities in the 

southern region of Thailand strongly depends on 

satisfying the students’ needs and demands. As 

suggested by one of the country’s most prominent 

scholars in higher education, Prof. Vicharn Panich 

(2005), in order to sustain in the industry, the study 
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on student satisfaction towards higher education 

should be done as a continuous process and efforts  

(http://gotoknow.org/blog/thaikm/5711). Based on 

this issue, the current paper will discuss the impact of 

service and academic qualities  on enhancing student 

satisfaction in higher education institutions in the 

southern region of Thailand, in order to increase their  

competitiveness and survival rate  in the industry. 

 

Literature Review: 

Customer satisfaction and service quality are 

crucial in higher education industry. Previous 

research studies have reported the importance of 

service quality and customer satisfaction since the 

1990s until the present time. Both factors are 

different yet strongly related. Satisfaction is the 

consequence of customer’s encounter with the 

service transaction and their overall experience with 

those encounters. Service quality, on the other hand, 

can be regarded as the customer’s overall feeling 

with the organization and its services (Johnston, 

1995), and many studies found that service quality is 

an important indicator of customer satisfaction 

(Caruana, Money & Berthon,, 2000; Cronin & 

Taylor, 1992; Spreng & Mackoy, 1996). Both factors 

are indeed closely related, whereby, the higher the 

service quality, the more satisfied customers are 

(Petruzzellis, D'Uggento & Romanazzi, 2006). In 

other words, customers are satisfied when the level 

of service meets their expectations to the degree that 

the service surpasses and goes beyond their 

expectations.  In various situations, customers view 

different service types with a different priority of 

determinants of service quality. Service providers i.e. 

universities must fully understand their customer’s 

specific needs, and thus, in order to create service 

quality, universities have to understand the unique 

characteristic of their services that will form their 

inner strengths (Chowdhury & Prakash, 2007; 

Gummesson, 1991).  

In higher education, students are obviously the 

most important customers (Cuthbert, 1996ab), and 

because of that,  student satisfaction has become a 

strategic concern for universities and their 

management teams (Douglas, Douglas & Barnes, 

2006). Hence, the measurement of service quality in 

higher education should mainly focus on students, 

particularly their satisfaction level with the 

university’s service offerings (Angell, Heffernan & 

Megicks, 2008).  As a result, universities that are 

able to provide enjoyment to students will 

automatically increase the students’ satisfaction, and 

this leads to making them happy to continue their 

studies (De Jager & Gbadamosi, 2010). The 

influence of  offering of various kinds of service on 

student satisfaction  have been the main points in 

several previous investigations, for example, studies 

done by Abouchedid and Nasser, 1999; Aldridge and 

Rowley, 1998; Allred and Addams, 2000; Angell et 

al., 2008; Arambewela and Hall, 2009; Athiyaman, 

1997; Chowdhury and Prakash, 2007; De Jager and 

Gbadamosi, 2010; Douglas, McClelland and Davies., 

2008; Farahmandian, Minavand, and  Afshardost, 

2013; Hill, 1995;  Kwan and Ng, 1999; Navarro, 

Iglesias  and  Torres, 2005; Owlia and Aspinwall, 

1996; Parayitam, Desai and Phelps, 2007; 

Petruzzellis et. al., 2006; and Rasli, Shekarchizadeh, 

and  Iqbal, 2012. According to those studies, service 

quality and academic quality have been found to 

have positive and/or significant relationship with 

student satisfaction. Among service and academic 

quality dimensions used in the studies are: 1) 

personal and course details, 2) teaching and learning, 

3) teaching and learning support, 4) teaching and 

learning development, 5) services and facilities for 

students, 6) equal opportunities, disability and 

environment, 7) communication, consultation, 

feedback and complaints, 8) student work load, 9) 

level of difficulty of subject content, 10) class size, 

11) availability of staff for student consultation, 12) 

internship, 13) collaboration, 14) evaluation, and 

others. 

Apparently, service quality and customer 

satisfaction tend to be the important issues for higher 

education for decades (Douglas et al., 2008), and it is 

crucial that study about quality is adopted by higher 

education institutions (Sohail, Rajadurai & Rahman, 

2003). The sustainability of service quality can be 

translated into competitive advantage that increases 

the uniqueness of institutions, which in turn would 

help an institution to offer  better choices for students 

and enrich their learning pathways (Altbach & 

Knight, 2007). More importantly,  appropriate 

studies of satisfaction relating to students allow the 

universities to meet their current and future market 

needs better (Petruzzellis et al., 2006). 

 

Methodology: 

The population for this study was the students at 

public universities in the southern region of 

Thailand. There are altogether 10 universities with 

the main campus located in this region. However, 

private university, open universities and colleges 

were not covered in this study. The total number of 

students recorded by the Office of the Higher 

Education Commission was 125,135. From a total of 

768 questionnaires distributed to students in 10 

universities, only 346 questionnaires were usable for 

analyses. 

 

Results: 

The summary of the descriptive statistics of the 

variables is shown in Table 1. 
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Table 1: Descriptive Statistics of the Variables 

Variables Min Max Mean Std. Deviation 

Dependent Variable  
          Student Satisfaction 

 
1.67 

 
5.00 

 
3.8868 .67682 

Independent Variables 

          Service Quality 
- Responsiveness 

- Combination of tangibles and reliability 

- Empathy 
- Assurance  

          Academic Quality 

- Course quality 
- Academic facilities  

- Teaching quality 

 

 
1.00 

1.17 

 
1.25 

1.00 

 
2.14 

1.60 

2.50 

 

 
5.00 

5.00 

 
5.00 

5.00 

 
5.00 

5.00 

5.00 

 

 
3.2884 

3.4961 

 
3.0311 

3.1599 

 
3.9509 

3.6821 

4.0665 

 

 
.60981 

.59397 

 
.65961 

.65358 

 
.50938 

.64026 

.47882 

 

The mean values of all variables are between 

3.03 to 4.06, with the average standard deviation 

ranging from .47 to .67, which is lower than 1.0 as 

suggested for the data variability (Sekaran & Bougie, 

2010), meaning that the respondents were very 

consistent in their opinions  (Hair et al., 2006).  

Based on the mean score of all variables, student 

satisfaction is considered moderate with the mean 

value at 3.88.  For service quality, the mean scores 

vary from 3.03 to 3.49 which falls between low to 

moderate bands.  Academic quality is rated moderate 

to high by the respondents, ranging from 3.68 to 

4.06, which is higher than the results for service 

quality.

  
Table 2: Result Summary of the Pearson Correlation 

 SA SQ1 SQ2 SQ3 SQ4 AQ1 AQ2 AQ3 

 1        

Student Satisfaction (SQ1) .311** 1       

Responsiveness (SQ2) .422** .567** 1      

Combination of tangible & reliability (SQ3) .352** .492** .428** 1     

Empathy (SQ4) .302** .402** .269** .450** 1    

Assurance (AQ1) .309** .369** .467** .347** .138** 1   

Academic facilities (AQ2) .358** .417** .647** .348** .185** .681** 1  

Teaching quality (AQ3) .366** .351** .480** .334** .201** .664** .690** 1 

**  Correlation is significant at the 0.01 level (2-tailed). 

 

Pearson Correlation: 

Based on Table 2, the Pearson correlation results 

indicated that at a confidence level of 99% , all the 

studied variables were found to have a positive 

relationship and that their correlations exist. Service 

quality dimensions (responsiveness, combination of 

tangibles and reliability, empathy, and assurance) 

were found to have a positive relationship with 

student satisfaction. There is a moderate positive 

correlation between a combination of tangibles and 

reliability with student satisfaction (r = .422, p<.01), 

and a small positive correlation between responsive 

(r = .311, p<.01), empathy (r = .352, p<.01), and 

assurance (r = .302, p<.01) on student satisfaction. 

Academic quality dimensions were also found to 

have the positive relationship with student 

satisfaction as well. There is a small to moderate 

correlation between those three dimensions of 

academic quality namely: course quality (r = .309, p 

< .01), academic facilities (r= .358, p < .01), and 

teaching quality (r = .366, p < .01).  Overall, the 

above results identify the relationship between each 

of the variables. 

 

Regression Analysis: 

As shown in Table 3, with a significant F value 

of 16.613 (p <.001, R2 of .256), indicates there is a 

linear relationship between the dependent and 

independent variables, and thus, the model is 

considered good.   The R-square value .256 implies 

that 25.6% of the variance in student satisfaction can 

be explained by service quality and academic quality 

(R2 = .256, adjusted R2 = .241).  Meanwhile, the 

remainder, at 74.4%, is determined by other factors 

to be untouched by the study. Service quality  

dimensions i.e. responsiveness, combination of 

tangibles and reliability, empathy, and assurance, and 

academic quality dimensions i.e. course quality, 

academic facilities, and teaching quality were 

regressed against the dependent variable  i.e. student 

satisfaction.  Based on the results, out of the seven 

dimensions of service and academic qualities, only 

four variables namely, combination of tangibles and 

reliability ( = .244, p <.001), empathy ( = .123, p 

<.05), assurance ( = .150, p <.01), and teaching 

quality ( = .161, p < .05) have a significant effect on 

student satisfaction. 
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Table 3: Relationship between Service Quality, Academic Quality, and Student Satisfaction 

Variables                Beta 

Service Quality 

- Responsiveness  

- Combination of tangibles and reliability 
- Empathy 

- Assurance 

Academic Quality 
- Course quality  

- Academic facilities   

- Teaching quality 

 

-.017 

 .244*** 
.123* 

 .150** 

 
.026 

.009 

.161* 

R2 

F change 

.256 

16.613*** 

Note *** p < .001 ; ** p < .01 ; * p < .05 

 

Discussion: 

The level of student satisfaction, service quality, 

and academic quality in Thailand higher education 

institutions seems to be not very high which indicates 

that further close monitoring by the universities’ 

management is required. This highlights how the 

continuous improvement of the universities regarding 

their service quality and academic quality is 

imperative. This was supported by the expressions of 

several prominent scholars in Thailand who asserted 

and raised their concerns that the quality, regarding 

aspects of student satisfaction, is the most vital factor 

which many higher education institutions need to 

gauge,  prior to understanding how their offerings to 

students would need to be met in order for students’ 

demands to be satisfied (Graham, 2010; Kirtikara, 

2001: Komolmas, 1999; Panich, 2005; Panyarachun, 

1999; Sangnapaboworn, 2003; Sawasdiwat, 2010). 

Indeed, more works need to be done in order to attain 

a more desirable level of student satisfaction, and the 

universities should concentrate their focus more on 

improving the satisfaction level. The importance of 

the dimensions is ranked according to the highest to 

lowest importance as follows: 1) empathy, 2) 

assurance, 3) responsiveness, 4) combination of 

tangibles and reliability, 5) academic facilities, 6) 

course quality, and 7) teaching quality. Nonetheless, 

student satisfaction can be increased when they 

perceive that service quality delivered by their 

university suits or matches their needs and demands 

(De Jager & Gbadamosi, 2010).   

 

Conclusion: 

The findings of this study provide a deeper 

understanding on how the Southern Thai students 

perceived the level of service quality and academic 

quality affects their satisfaction level towards the 

university. They seem to regards four  factors 

namely; (1) combination of tangibles and reliability, 

(2) empathy, (3) assurance, and (4) teaching quality, 

as the key factors  to determine their satisfaction 

towards the university’s offerings, which in turn will 

impact the image and position  of the university in 

the education sector. Hence, these factors must be 

used as the focal points in developing academic 

quality guidelines for the university.  More 

importantly, the university’s management has to 

carefully ascertain the types and degree of service 

and academic quality that may improve the higher 

education institution’s overall performance.  Thus, 

by being more receptive to new ideas, information 

and opinion regarding their student satisfaction level, 

the university will be able to understand their main 

customers’ needs and wants. With that in mind, they 

can compete more successfully and become more 

sustainable in the education industry. 
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