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Abstract

This article aims to study the level of service quality provided at the center and the
desired service quality among the elderly. And the Priority Need Index of the elderly towards
quality service provided by the center. The research method is quantitative, with a sample group
consisting of 390 elderly individuals who received services from the center’s 26 branches,
selected through quota sampling. Data was collected using a service quality questionnaire, with
a reliability coefficient of 0.89. Statistical analyses included frequency, percentage, mean,
standard deviation, and Priority Needs Index (PNI modified)-

The results showed that the overall service quality provided by the center in Surat Thani
Province was moderate (x = 3.34, S.D. = 0.74). Assurance dimension scored highest in service
quality (x = 3.65, S.D. = 0.82), while Empathy dimension scored the lowest (x = 2.94, S.D. =
0.95). Desired service quality was rated highest overall (x = 4.87, S.D. = 0.22), with Assurance
dimension rated highest (x = 4.89, S.D. = 0.24), and Reliability dimension being the lowest (x =
4.78, S.D.=0.38). Overall the Priority Need Index for quality service provided by the center in
Surat Thani Province was moderate (PNI modifies = 0.46), with Empathy dimension having the
highest Priority Need Index (PNI mogifies = 0.66), and Assurance dimension having the lowest
Priority Need Index (PNI modified = 0.34).

Keywords: Service Quality; Needs; Elderly
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