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Abstract

This descriptive research aims to survey and compare the customers' and stakeholders'
expectations and satisfaction with educational service quality and administration management
at Prachomklao College of Nursing. The Public Sector Management Quality Award (PMQA)
concept and the service quality assessment model have been applied to guide the study.
Participants were six hundred and thirty-five: consisting of five hundred and one customers, and
one hundred and thirty-four stakeholders. Data were collected by using a set of customers' and
stakeholders' expectations and satisfaction with educational service quality and administration
management questionnaires. Reliability was reported as Cronbach's alpha .95, .91 consequently.
Data were analyzed by using descriptive statistics, and paired t-test. The results reveal that;

1. The expectation of educational service quality and administration management is
at a very high level (M = 4.62, SD = .33). The satisfaction of educational service quality and
administration management mean score is at a high level (M = 4.28, SD = .33).

2. Comparison of differences by paired t-test revealed that the expected mean score
is significantly higher than the satisfaction of educational service quality and administration
management mean score at the .05 level (t = 18.60).

3. The two highest frequencies of problems and obstacles in accessing service are unstable
internet connection (43.31 %) and outdated public relations information (17.32 %) respectively.
Data from open-ended questions reveal that the nursing college should set higher speed and
stable internet connection, develop the database and website up-to-date and present current
information, reduce the service process, allocate sufficient personnel for the operation, and
encourage high competency of staff.

The research findings provide guidelines for improving the college's services and

management in order to increase the satisfaction and assurance of customers and stakeholders.
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