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Abstract

This research aims to study the factors that could affect the customer satisfaction and
the guidance for service innovation. The research tools are the questionnaires and the group
samples. There were 300 participants taking part in this research. Those are the teachers and
students from the Faculty of Architecture, Urban Design and Creative Arts, Mahasarakham
University.

The results revealed that there were six factors affecting service satisfaction. Sorted from
most to least as follows: 1) Service duration, the users demand more quickness and convenience
in service. 2) Service quality, the users expect to receive clear and helpful advice from the service
providers. 3) Convenience of service, there should be information platforms for disseminating
information quickly and thoroughly. 4) Service system, there should be the various service
channels and uncomplicated service procedures 5) Staff personality, which should provide training
activities to improve their personality and a good service manner 6) Environment, which should
be improved to make a service more convenient, easy to access, and provide a clear directory
included enough seats and facilities. Moreover, there should have a feedback box for users to

share their opinions to improve the service.
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