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Abstract
This study aimed to examine: (1) students’ perceptions of service quality,
(2) students’ service usage decisions, (3) the influence of service quality on service usage

decisions, and (4) guidelines for improving service quality at Chaiyaphum Rajabhat University.
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The sample consisted of 423 students selected through purposive sampling. Data were
collected using a five-point Likert-scale questionnaire with verified content validity and high
reliability. Descriptive statistics, including mean and standard deviation, were used for data
analysis.

The findings revealed that students’ overall perceptions of service quality were at a
high level (X = 3.99, SD = 0.66). Overall satisfaction with services was also high (X = 4.07, SD

= 0.65), as were students’ service usage decisions (X = 4.08, SD = 0.67). The results indicate
that service quality and student satisfaction have a direct influence on repeat service usage
and positive word-of-mouth. Therefore, service providers should maintain high standards in
well-performing areas and improve aspects with limitations, particularly personalized

attention, to enhance service quality and better meet users’ needs.

Keywords: service quality, decision to use the service, Chaiyaphum Rajabhat University
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