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AA3vIadfUsTynd AneIneIAtansuseynd un1aneraumalulad
WILADUNAINTUATIMETD T1UIU 243 AU ATNUAVUIAVBINGUAIDENS
FreTBnsduiessuuuuandutugd Tnsulstuginussdunsine uagld
FmsduiieeseBnisduegiaie Snsduaniadnedotndnmmudugl
inseaflefilflunisifununndeyafuuuuasuniy ddinsevideyasoada
Benssan 1w el Jevas Aneds dudesuuinasgiu wazadfideoyu
A N15UTEINAIRUUTIUeIA1aAY difvingeu T-Test wag One-Way
ANOVA nan1s3denuingnauwuudeunuadiulvadumandgsiuiu 160 Ay
Anduoray 65.80 aglutaeryszwing 21-25 U §1uau 146 au Anduseway
60.10 WudnAnwrarvinadAgsnasasnisseiuds 99y 104 au Aady
Yovay 42.80 oguli 3 S1uru 72 au Andudesay 29.60 Tasluniwsa
tnAnwniinnufimeladegunmnisliuimsvesniaisis 4 d1u oglusedu
wolaun uaznuanisiUisuiiisuannmnisliuinns wuin nquiaegeiid
wakazatvIgsiuliauAaiiuianuninnishivinisliuansiaiu
waznguieEsiifiszAunsAnwssiulianuAnifiudenunmnisliuing
wandnstulusuyaansiliuinns wazduanuiinazdsdursanuazain
oghafitfoddnyisedu 0.05 nmsiiasesideyadsliiumensiannaunw
nslvuinisresniaie fall 1) Fruyeainsiliuinisaasiaundnii
IaunsauanseenisanuivazUszaun1salunningy wazaselvauuzii
vauglduinis 2) Funszuaunistunounisliuinisasiinisudmie
Uszanduiusardudunounisviaulddaiau 3) fuaniufivazdseiuae
AwazaIndesiamdouitasenazgunsaiiniendouliliioame ¢) du
aunwnsliusnsfingemiantsuilsanudauiu Wethuufuusaudly
nsliusnslindudon « uazasamumnudoansvesuliuing
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Abstract

This research is (1) to study student satisfaction towards the
service quality of Applied Statistics Department, Faculty of Applied
Sciences, King Mongkut's University of Technology North Bangkok
(KMUTNB). (2) to compare the quality of services provided to students of
the Department of Applied Statistics, Faculty of Applied Sciences,
KMUTNB, Classified by gender, year level, and field of study. (3) to be a
guideline for improving the service quality of the department. The
population is undergraduate and graduate students. Department of
Applied Statistics Faculty of Applied Sciences, KMUTNB, totalling 621
people. The sampling for this study were 243 peoples. The size of the
sample was determined by stratified random sampling. By stratification
according to education level and sampling by simple random sampling
method. Which will be randomly drawn from the list of students
according to strata. The tool used to collect data is a questionnaire. The
data were analyzed by frequency, percentage, mean, standard deviation,
interval estimation, t-test statistic, and one-way ANOVA. The results
showed that most of the respondents were female, 160 peoples
representing 65.80%, Most were aged 21-25 years, 146 people
representing 60.10%, Most are students in Business Statistics and
Insurance 104 peoples representing 42.80%, Most are students in the
third year 72 peoples representing 29.60% Overall, students were
satisfied with the service quality of the department in all four aspects, at
a very satisfactory level, from the results of comparing the service
quality. It was found that the samples with different genders and fields of

study gave no different opinions on service quality. The samples with
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different educational levels gave different opinions on service quality in
terms of service personnel and terms of service facilities at statistical
satisfaction 0.05 level. As a result of data analysis, the guidelines for
improving the quality of the department's services are as follows: (1)
personnel who provide service should develop staff to demonstrate
more knowledge and experience. And to advise while using the service.
(2) the process of service procedures should be notified or publicized
clearly, the sequence of work steps. (3) regarding premises and facilities,
waiting for seats and stationary equipment must be prepared. (4) in terms
of service quality, additional channels for receiving opinions to improve
and improve the service continuously and meet the needs of service

users.

Keywords: Development Guidelines, Service Quality, Student
unu
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nsdseuuinmsialigliuinislisuanufiswsla (Customer Satisfaction)
wazneliiinduiusainiidunglduinis (Customer Relationship)
(afaasn a1, 2561) Farhs uvinendomaluladwsyaoundmssuasiwie
FuannTuEasaluMIuIMINUInedemelulag nsrasnamszunsivile
W.A.2564-2568 fin atvayunisenseaun1sufunnuliaiuisadiiunig
#ogrelivszavsnmuarUssAvsuaiingy tnovszuumeluladulilunis
UftRnu msdeansuaznismeunsdeyatniiansdeasisavuliviiis iean
misldaefidalunsufifnuuazasennudusssuliwiguiiiau §5uusnis
waggildruladiudsaiuisansivasuanulusdalunisuinisauves
winendelaegaiiussdnsnm
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Ineeansuszgndlddidunsauiusiaues wieostsluduniswdn
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wazimnefidiunuimualy

ludiuniniviadfvseynd angInerransuszynd uninede
weluladnszaeuindmszunsivile Wumhenundogaelinisiiugua
YosduY funumuazasewinifidesiuinveu Ao uuivs sunsBou
nsaou At nuuinisinmsienglusaznisuendinny saenIuudy
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1. WWIAAAMAIWANSTAUINTS

v
Ao =

anamnsliuinsindudaidiafesedueanisuinisidauey
lnegliusnissegnAmsegsuuinisitaenadediualnudeInisveslan
iissla nrsdaeuuinisiiaunain Jemunefanisnevaussreruuinig
Uuﬁug’mmmmWi’waﬁ%’w’%miﬁ?u (Lewis & Booms, 1983) Schmenner
(1995) lenanlinaunmnstiusnistihaunmnislivimslaunainnisiug
ﬁlﬁ%’m%ﬂf‘ﬁ"ummmwi’qﬁ'mmwﬂﬁé’umﬂmiu%miﬁumﬂmﬁui‘luuémﬁ
flgsuiitiosninuaiantsiazsiligiuuinisuesnmuninnisliuinisdu
finau vidosuihnmsuinstulifiaunimvifiesasstuduiumndiuuing
%’Uﬁdm%msﬁlﬁ%’m%aﬁ?u snnhdsiaanis aunmnsliuinisiasdu
vinniedinuninlunisuinistuies waz Etzel (2014) n@nd1 n1sdanis
AUAMNITUIMIVBIsANITY MTazfiliiantsneanunianToaliuinig
wazng1e1uinwauannsuInsiimienitseduaumanisvesgliusnig
lngszauauAunisouInisueneendu 2 seau liud 1) seAuuinis
#ius1saun (Desired Service) 2) seduiliissnaniovausuld (Adequate
Service) (Aaker, 2004) LLazwaqw'é F5zLa7 (2550) Nd@1I9N ﬂmm‘wmimmi

A

VN8Ee NTdILaUNITUIASTR AUz aunslugunan druanud
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=

lunsrurunisvesnshiusnisdaigsiamands Ae anuienelaves
anAiisen1susnsNlesy deduielviglduinisiuitinmuninveinisuinig

ﬁqiﬁ%ﬂyﬁaﬁmamﬁf’s%"g’mz:umwsuaw%ma %aaqﬂiﬁﬁnﬁ (Parasuraman,
Zeithaml & Berry, 1988) Jadeiinunnain1nn1susnislu SERVQUAL
fittaduog 5 fu fwieluil

1. §nwaizn1anenm (Tangible) Ao Asfidudasls sudsdaiiusng
T 079 Yan 0113 an1uil weFesile gunsalyaaa

2. amanindedie (Reliability) Ae ANNABNTATRzILARINARLTRRY
BluBesnsuinsesngniesiaziinanm

3. MIABUAUDY (Responsiveness) As Aadsilafiozdreimdegnin
9819590157

a. arwsiulald (Assurance) Ao uywdduusuazaiuinazvoq
gliuinnsfinanseonvilsflduinisiinanudodulunisuiaisila sy
(Uunssamduanuiaing auaunse Anulaendewazauiunsem
ey

5. aulala (Empathy) Ao aruaula iauﬁﬂmi@umaﬂﬂdﬁpﬂﬁ
Unsilsiogndn (Humssiusuanuidiladhsedu msdeans wagnsitnis
UIN1g

NAYDIAUAIMNUTNIT AUUUIAAYEY Parasuraman i 5 17 LAun
1) awnsadusiesld 2) mnuhdedie 3) afunnuiiuleligndn 4) msienlald
anNAN waz 5) MINBUALIBY19TINGT (Jimenez et al., 2019)
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aufiemela (Satisfaction) Ao Ausdnveu ienelaiidideFosle
Bowmils vieressdusznautardgdlalufiuding 4 Fadunauiainauala
danalvifiiinunddfidoldfunisnevausiniunufesn1svesnuLeg
(thdu fisuuf, 2018) wag Cullen (2001) énanlianafienelaidunis
Suvaayana ManiAntulusserdunas sseroniifideannimnisuiniseg 4
ﬁzﬂuigé’uLm‘uﬁLﬁ'&’nﬁ’ué’wmw%msﬁﬁm@mmwmw%mi WU AN
SuRnveu Autndede wazaulindevesiliuinsg duluseduniady
YR FUUIMsAlF U3 aussamithlududeasulnesiuvesany
flanelavesflivinsidsonsding

Tagaguanufiawsla Ae arwdn Anwidn mevaniidsedsladmils
doldsunsmevaussmuaudoinisesyanauazaufimnelatuazanas
v3eliiAntu dvnanudesnmsvieitmneduldlfsunsnevaues Sesedy

ANufsnalavziNos A luTUDY fUBIAUTENBUYRINTUINIS
4. Adeineatas

aan anudng (2550) ldAnnamnmnslivimanunsdousas Taua
WNIMeAEElITEsTINNEIIY MuNTTuUITesindny HamTITenudn 1) sedu
Aunmliusnmsnunelouuagiana anInedegluviesssunssy aunssui
vaeinfnwilagsinegluseduuin wazsigaiu wudn dnfnvrsuinmuan
nslvusnsyadulusefuain Tnefuifidiedegegn 1éud druaina
\Wugusssuvesnisuinig sesasun Taua drunislimnusiulowddiuuinng
LALFUNNIABUALBIANLFBINTYBFULINNS wazsudifidadosan Téun
anudnlanagiiiueniiulagfuuing 2) wWisuifisunaainnisliuinig
nunztloukaziana U Ine1degluriusssunssy aunssuivesindnw
Tngsauuazsofiua 5 #1u Suungidniun endn o1y sefunisfinen
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Uszaunsaflunsviau uasUssavuesuinisded 1) Fuunianiun wuin
ALLANA19egsfitudfyn1eadffiszdu 0.01 2) SruunauUsraunisel
Tun1svieu nuanuuanasiuegefifedfyn1adnfisedu 0.05 waz
3) TWUNANBITN TIUUNMILBY ULazTlLunnIuTEAUNSANYIlInUAIY
WANAY

UUNNIUA AN LAEsITN WIAETIRY (2560) LARNBILUININIG
WaluAuA1nN15UTNI5Yer 1839115 AngAnwiAtans uninede
rruAdunsilsal Timquszasdiilednuiseiunuiioweloveaddndislvenann
N151U3N15009E 8T INITRAZLUINIIR R UIAUAINAT IR UTNNTV 0
Arednns auzfnwieans Ussensitlilunisiine Ae Saendngnsnisine
Judin (vangns 5 U) Un1sfnwn 2557 amgfnwimians ldendiegediuiu
255 e Wuvuaeuauiduaiesdlolunisnusndeys adanlilunisiases
foya Ao Yovay Aads drudsuuninsgiu T-Test F-Test Wag One-Way
ANOVA a9 nnnsfine wudn gneuwuudeuniudlngdumendgeuazings
Anwiaiv1dvinisuszoudnen Auianelasenma1nn1sliuinisves
fhedvng IneTiuuarsieauegluseduliuna wasdayadiuunnanm e
g lifinasionuiianelaluaunimnisiiuinisvesdnedvinis egiedl
Toddaymneadfiseau 0.05

1hau st (2561) 1Enwenufianelasienmnmnisuing uas
Anutiymdelausuuzvesiliuinsifisenauamnisliuins 5 su vesdiin
IneuInns unInedsamansaia ngusiegeiililuniside de flduinng
drlinAveu3nig aminerdommansany §1uu 450 au Fdlsnnnsgusioeng
wuutadey (Accidental Sampling) w3esiiefildifuwuuasuniu fid1an
Wosluwiiiu 0.95 nylinszsideyaliaia Sevas Aeds wazdrudeauu
1MW HANTTIYUTING il 1) AnufisnalasienunImnsiuInsvesdtin
Ingu3nig unninendeamiansay tnesweglusefuain dudildduay
fanelaegluszauunidudiduusn Ao duyrainsgiiuinig sesaun laun

a
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N fe dwiulsewns

e fie mnuAaaAReuraINsduiiagslunsinm
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1+ (621)(0.05)2

= 243.29

AT 91NNNIANUINALIITIINIUTUIAVBINGUFAIDEWNINUA 243 AL

N1SMNUATUIAAI0E19U0 933N 15dudIeg1uuukUndudugd
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n

np ==X Ny ; h=12,..,1L
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N #e huiulsewns
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M3AnYT Fegusedeandydseetdnany lngBn1sgdueeiedng (Simple

Random Sampling)
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1. #nw13Ennsaduwuuasuniuannenalseazuifedy 9
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3. nsiuTiusandaya

mafununudeayansive §idedniunisaeil
1. fivdauvvasunlidn@nuinielviatauseynd augIneimans
Uszynd unnInendemaluladnszasundinszuasinile Milunquiiedis
MUIUTIEY 243 AU 1AsN1U Google Forms
3 ] - o a ¢ 1 v
2. uTIuTkULasuauiavae Wedludiasiesisely Tagld
Wswnsuddagy SPSS

4. nMsATzvidaya

va

gidglaaniunisdassuudeya Ussaanadoyauazauinaaia
FN9 9 LLaz@TWLﬁumﬁmiwﬁ%yjaﬁaﬁ

1. Yoyavinuuuasununouil 1 Iinsizsideyailivesgmnou
wuvaeunumAiegiteya Tngldaffnssau lHun nsuanuasaid
wAZN1IMToEAT VIMUNAULNA B18 TEAUNITANY) .8 anwin uazdiam
furldusnng

2. feyaanuuuasuaunouil 2 Iinsziteyaiisatuaudfianelaiis
san1sliuInIsvesnIAivIadaussend Auinemansusvend uninende
weluladnszassndnszuasinie Jedoyaiduumsuuurig (interval Scale)

Wnsevdeyalagldaifinssaun laun Anade uazArdudeauunnsgiu
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Junang 3 AZLUU
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—— = = 08
T 5
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T-Test wag One-Way ANOVA

NAN1599Y

1. nan1sAnwsERUANLTInelaresinAnyidneAmINTLRUENS
vpan1AdgIaiAlszend AngInetranilssend uminerdumalulad
WITRBUNANITTUATYTR LANANITIATIZVRITIeH 2-3

A13197 2
TIWINUAY TOEaYaIINANYITABULUUFOUOIN TIUNAIUNA 878 SEAU
M3fny) @173 Y uagvua MU lvuing g

5185 U (AU) Souaz
LAl
B8 83 34.20
7 160 65.80
373 243 100.00
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i 20 B 92 37.90
58I 21 - 25T 146 60.10
S¥NIN9 26 - 30 U a 1.60
30 Yuly 1 0.40
571 243 100.00
SEAUNNSANY
YSeyes 234 96.30
Yseygln 5 2.10
JIyguen 4 1.60
571 243 100.00
GREMEL |
anausEyna 92 37.90
atAgInaLarnIsUsEAuiey 104 42.80
WemanitoyauasnTinTent 47 19.30
NGRS
571 243 100.00
At
Fuli 1 a0 16.50
H7 2 64 2630
it 3 72 29.60
H7 a 65 26.70
B 2 0.80
374 243 100.00
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183 U (AU) fovaz
gagaaniiunldusnms
09.00 - 12.00 u. 92 37.90
12.01 - 14.00 . 82 33.70
14.01 - 16.00 4. 51 21.00
16.01 - 18.00 u. 18 7.40
374 243 100.00

d' ' =1 P ! Y 1 & 14
91NA1599 2 wud dnAnwinidunguiiedavivun 243 au Sesas
65.80 Wudnfnwnnandg f929018531313 21-25 U Sewaz 60.10
< o = v 2 = < O3 a aa a
JutnAnwsedulSyyes Seas 96.30 Wuindnwavivadfgsianasnis
Usziude Sovay 42.80 Wudn@nwdula 3 Sesaz 29.60 uazindnud
aelduinInIAIvUeefantuyieian 09.00-12.00 u. Sesar 37.90

ﬂ']i']\"]‘l?i 3
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gunsliuing Atade S.D. FTAUANN
Nanala
1. shuyaansilimsng 4.12 0.59 ly
2. frunszvrunistumeunsliinig 4.10 0.61 ly
3. fruanuiuardssiunennuagein 4.08 0.60 1N
4. suaunnnsiusNg 4.18 0.60 tly
3 4.12 0.60 un

1109151991 3 wud1 anufiswelavesdndnwidivenmainnis
TusnsvesnAivadnuszand auginermansussend uninerdowmelulad
wszaeundmszunsivile neimegluszdunelaunn fdaduanuiianele
wihity 4.12 Taefiszduaufimelaeglussduanniis 4 d1u Gafuilidiade
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A15197 4
MTUATILYSIUTIIUANNINNITIAUSNITATUAN 9 TIUNRINNA

FuUNSIUSNNg we | Awede | S.D. Sig

, Wy | 412 | 060
1. AuyAaININIAUINIS 0.94
Y 4.12 0.59

) g | 412 | 060
2. AUASTUIUNSTURDUNISIIUSANS 0.87
VN 4.10 0.63

o Wy | 407 | 058
3. AUANUTLALENSINIANNALAIN 0.50
YN 4.09 0.62

U 4.23 0.56
4. fMUAMAINNITIAUING 0.26

910157 4 WU Ranarewasndslinnufaiiusenuninnis
TusnsvesnAivadnussand auginermansussend uninerdowmelulad

a 1Y
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funsliuinig Sum of squares F Sig
Between 2.458
1. fuyaansiiliuins Within 83.010 3.53 0.03**
Groups
. Between 2.254
2. AIUNTTUIUNTTUABUNIS
Within 89.934 3.01 0.05
Tusng
Groups
) . Between 2.751
3, AuanUTLaz A1
Within 85.759 3.86 0.02**
ANEZAIN
Groups
Between 2.090
4. FuAMAMNITIIUING Within 85.943 2.92 0.06
Groups

101599 5 Wudn seRunsAnwideiuliaudafiudenmnim
n15liuIn1sveInIAITatAUIEynd AngINeIMmanIUTTENd Wn1INede
waluladwszaeuindmszunsivile Tusuyaainsfiliuing wazsuaniud
wardisuennuazaInuaneety egaditudfaiisedu 0.05
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A13197 6
NMTUATIYUSIUTIEUANN IMNITIAUSNITAINEN 9 TIUNSINTIVI IV

funsliuinig Sum of squares F Sig
Between 0.11 0.15 0.86
1. fuyaansitlssnig Within 85.359
Groups
. Between 0.32 0.42 0.66
2. AUNTTUIUNTTURDUNT
Within 91.87
Twusng
Groups
) ) Between 0.24 0.32 0.73
3. AUENUNLaLEIBIUIEAIY
Within 88.29
GERh
Groups
Between 0.70 0.96 0.39
4. fuanunmnsiuinig Within 87.34
Groups

1019999 6 WU arvderdsiuliauAnfiudonmaw
n15liuin1sveInIAlvIadaUszend AangInetraniusend un1IneIae
waluladnszaoundmsyunsimile e 4 §1u ldenetu egredldoddy
fiseiu 0.05

fefu nansiisuiisuguaimmsliuinisvesmaiviadinussnd
AMEINEIA1ansUTEENd unInerdumalulagnsyaouindinssunsinile
dedruunay e sefuMIAnYILaza1vIAin) NA97 4-6 wuin Tndnw
Aflmanazanvivd st ulianuAaiud eg uamnisliuinisvesnain
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1. fuypainsiliuinig: susiiaunduihilfaunsouansoon
femnufuazyszaunsalinnniniy uazasiidmifinesliduuztihvuy
TdusnsuarmIsinnudeunuuusNsvaaInnsiiusnsiuun

2. frunsvvrunisduneunisliuinis: asudmiedathediy
Funsumsviieulfduaednunidnes vileRaussadnius Weliiuldiuing
nsunsruaumsdesiusgndlanasgnies

3. fruaniufiuardsdnneanuazain: Sawdouitselsiiay
agan aune wazduuannwesetndne Sagivimilfaren davedeilo
gunsaleng 9 Wy Ynn fuas Yinnauanuie siuddlumiswseienans
919 9 Lilifiganeseduilduinig

4. grunmunInnsliuinig: arsinaessuilianufaiiunied
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