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ABSTRACT

This study aimed to investigate expectations and perceptions in
service quality of Sedthee East Transportation Limited Partnership, Banphai
Branch Khonkaen Province , in order to suggest solutions to improve the service
quality via concept called “SERVQUAL”. The questionnaire consisted of 22
questions, data were collected from the sampling of 145 stores and measured
the difference between expectations and perception in service quality by using
the statistical t-test. The result showed that there was a space between
expectations and perceptions of service quality which meant the quality was not
up to the expectations of the customers. This study suggested four projects for
improving service quality as follows; building a substantial business project,
making customer response to the business process project , offering confidence

to customers project, and making customer recognize and understand project.
Keywords: Expectation, Perception, ServiceQuality.
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