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56910127: MAIJOR: EXERCISE AND SPORT SCIENCE; M.Sc. (EXERCISE AND SPORT SCIENCE)
KEYWORDS: SERVICE QUALITY DEVELOPMENT/ SPORTS AND HEALTH CENTER/
SURANAREE UNIVERSITY OF TECHNOLOGY
APINYA SRIMAHAPROM: GUIDELINE TO DEVELOP THE SERVICE QUALITY OF SPORTS
AND HEALTH CENTER, SURANAREE UNIVERSITY OF TECHNOLOGY. ADVISORY COMMITTEE:
NOPPORN TASNAINA, Ph.D., SUREEPORN ANUSASANANAN, Ph.D., WERAPHONG BANGTHAMAL
Ph.D. 173 P. 2018.

The aims of the research are to study the guideline to develop the service quality of Sports and Health
Center, Suranaree University of Technology. The samples were 348 customers of the center. The adapted
SERVQUAL questionnaire developed by the researcher was used as the instrument of the research. Its validity was
.95 and its reliability was .97. The statistics used for data analysis were percentage, mean, standard deviation, and
priority needs index (PNI). The appropriation for using the questionnaire was confirmed by indepth interview with
the stakeholders who concerned the service management of Sports and Health Center, Suranaree University of
Technology.

The results of the research were as follow:

1. The total expected service quality toward the Sports and Health Center, Suranaree University of
Technology was at high level. When each aspect was considered, it found that the providing facilities were at low
level, and the total observed service quality was at high level. When each aspect was considered, it found that the
promotion activities was at moderate level and the providing of facilities was at low level.

2. According to the PNI, what the customer needed improvement from the most to the least were
providing facilities, the promotion of activities, the membership and activity fee, the reliability on the management
process, the respects on the ability and service of staffs, and the empathy and service mind of staffs.

3. The guidelines to develop the service quality formulated from the findings of the research were
1) For planning, they should set the plan in accordance with policy, mission, and vision as determined by the Sports
and Health Center to success in the operation. 2) For organizing, they should set the structure and delegate the duty
to the specific department and staffs. 3) For leading, they should set the meeting to review the operation to
encourage and promote staff’s performance. 4) For controlling, they should set monitoring and evaluating process,
including surveying annual customers’ satisfactory. The marketing promotion consists of 1) promoted activities and
projects, 2) organization and safety, 3) easy payment process and configure the appropriate services, 4) the first aid
system. 5) personnel’s service mind and friendship, 6) drinking water, 7) information and technology system for
sport facility management. For example, booking and WIFI internet services should be provided. 8) There should be
the network public relation with organization and social network should be used to promote physical activities and

sports.
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fo  manumsaBuilew  de  manuasuFwuilem Yo manuasuBaiiom
1 1.0 24 1.0 47 1.0
2 0.6 25 0.6 48 1.0
3 1.0 26 1.0 49 1.0
4 1.0 27 0.6 50 1.0
5 1.0 28 1.0 51 1.0
6 1.0 29 1.0 52 1.0
7 1.0 30 1.0 53 1.0
8 0.6 31 1.0 54 1.0
9 1.0 32 1.0 55 1.0
10 0.6 33 0.6 56 1.0
11 1.0 34 1.0 57 1.0
12 1.0 35 0.6 58 1.0
13 1.0 36 1.0 59 1.0
14 1.0 37 1.0 60 1.0
15 1.0 38 1.0 61 1.0
16 1.0 39 1.0 62 1.0
17 1.0 40 1.0 63 0.6
18 1.0 41 1.0 64 0.6
19 1.0 42 1.0 65 0.6
20 0.6 43 1.0 66 1.0
21 1.0 44 1.0 67 1.0
22 1.0 45 0.6 68 0.6
23 1.0 46 1.0
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U0 AU U0 STV WUN AT U
1 31 24 46 47 .66
2 26 25 55 48 65
3 35 26 61 49 61
4 36 27 62 50 55
5 49 28 65 51 62
6 65 29 62 52 55
7 58 30 29 53 63
8 27 31 58 54 66
9 57 32 43 55 65
10 54 33 51 56 70
11 32 34 29 57 71
12 58 35 70 58 77
13 55 36 49 59 76
14 53 37 .69 60 77
15 71 38 74 61 .66
16 26 39 85 62 62
17 37 40 73 63 49
18 67 41 85 64 67
19 49 42 78 65 65
20 31 43 70 66 54
21 67 44 84 67 50
22 .60 45 87 68 .60
23 .80 46 74
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4 79 27 76 50 80
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6 70 29 71 52 70
7 57 30 64 53 79
8 62 31 81 54 69
9 61 32 78 55 72
10 68 33 75 56 73
11 57 34 .80 57 86
12 61 35 82 58 83
13 68 36 87 59 68
14 82 37 81 60 76
15 75 38 72 61 65
16 82 39 76 62 56
17 69 40 78 63 59
18 75 41 71 64 71
19 75 42 82 65 77
20 55 43 69 66 56
21 .70 44 86 67 74
22 59 45 81 68 66
23 67 46 79
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