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Identifying Factors Underlining Educational Service Quality from
The Perspective of Instructor and Learner : Case Study of Graduated
Program in Technology Management and Industrial Management
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Abstract

The factors underlining educational service quality from the perspectives of learner and instructor
were studied. Sampling group consists of 44 Instructors and 256 Learners of graduated program in
Technology Management and Industrial Management. From 5 Universities in Bangkok, The research
measurements used for data collection are interview and questionnaire. The data was analyzed by
descriptive statistic such as percentage of frequency and arithmetic mean by SPSS* for window ™"
Version 10.5 (Statistic package for the social sciences). Research results showed that the reliability of
service quality was the most important from the perspectives of both learners and instructors. Both
groups rank 5 dimensions of service quality in the same way. They want reliability, assurance, tangibles,
empathy and responsiveness in that order. However, there were different between the level of all

dimensions of Service Quality from the perspectives of learner and instructor.
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