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Abstract

This research aimed to: 1. study clients’ expectations of service quality at the
Division of Research Facilitation and Dissemination, Mahasarakham University; 2. study the
level of clients” satisfaction with the service quality at the Division of Research Facilitation
and Dissemination, Mahasarakham University; and 3. compare the clients’ expectations and
satisfaction with the service quality at the Division of Research Facilitation and Dissemination,
Mahasarakham University. The research was quantitative. The sample consisted of 400
supporting personnel, operational staff and temporary employees. The research instrument
was a questionnaire. The statistics employed in the analysis of data were percentage, the
mean, standard deviation, and inferential statistics; the statistical significance was determined
at the 0.05 level.

The results of the study are as follows:

1. All of the 5 clients’ expectations of the services of the Division of Research
Facilitation and Dissemination, Mahasarakham University: steps of services, service personnel,
places and the surroundings, time of services, and communication, as a whole, were at a
high level. The aspect with the highest expectation was the places and surroundings.

2. All of the 5 aspects of the clients’ satisfaction with the services of the Division of
Research Facilitation and Dissemination, Mahasarakham University: steps of services, service
personnel, places and the surroundings, time of services, and communication, as a whole,
were at a high level. The aspect with the highest satisfaction was the places and surroundings.

3. The comparison of the clients’ expectations and satisfaction with the services of
the Division of Research Facilitation and Dissemination, Mahasarakham University revealed
that on the aspect of places and the surroundings, the satisfaction matched the expectations.

On the aspects of steps of services, service personnel, time of services, and communication,
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the clients’ expectations and satisfaction did not match or were different, with statistical

significance at the level of .05.

Keywords: expectation, satisfaction, service
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TAuSnsaveanaifisana ag"luszﬁ’ummmw%famaﬁqm (X =4.76,SD. = 0.67)

4. fruszezinan Tunmmeglussiumnumanisnndign (X = 4.36, SD. = 0.72) ilo
finrsundu swedonuin mumavieiifinuedsnnigade fuuaszeznalunisluinigd
wiuey eglusziunnumeavisanniian (X = 4.58,SD. = 0.81)

5. gunisinfedoans luamsinegluszduanumaniauin (X = 4.07, S.D. = 0.58)
definrsundu etowudn mnumenisifanuedsinniiande Inisudedoyatnansiiieaty
UsN15LaeNaINTIU asﬂuwé’ummmw’szmﬁqm (X =4.35,SD. =0.78)

HAN1TAN®Y WU sEauaNiianelaveslduinisnesduasunisidonasusn1sivinig
uvTingndouvnansany lunmsawegluszduaiudfianelasn (X = .15, S.D. = 0.50) Wlefiansan
Jusedu wuh

1. aunszuaumsiuinig lunmsiweglussduauianelauin (X = 3.96, SD. =
0.62) iflefinnsandunede nuin arufswelafiiauedeunilande wnaisuuzirduneu
WUHUR Dusiu egluszauanuiisnelanin (X = 4.14, SD. = 0.74)

2. pmuyAansElruIng Tunmsimegluseduanuiianalauin (X = 3.85, S.D. = 0.56)
ooy medenuin mufiwelafiinnuedenniigafe msfamudedndaainlunisufoa
i ldvedanouuny laisuauuu limusglovilumdvey Wudu ogluszfumnuiianslaun
(X =4.00, S.D. = 0.57)

3. @udUTiLATANNLINE DY ‘Lumwsamagﬁluszﬁummﬁma%maﬁqm (X = 4.46,
SD. = 0.61) WeRansandy s1edenuin arufanelafifianuadsunigade esguidviy

Wiusnsavonuaziiivane aglussiuanuiisnalasnniign (X = 4.72, S.D. = 0.72)
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4. duszezan luamsneglunmtegluseduanufisnelauiniign (X = 4.23,

S.D. = 0.71) WeRarsanlu Medonuin mufiasnelanficuedsuiniigafe fvuaszeziallu

nstausmsiudueu aglusedumnuianelauniign (X = 4.63, S.D. = 0.84)

5. inunisansiedeans lunmsiuegluszduanufianelauinign (X = 4.23, SD. =

0.62) definnsuniu Medenuin anuiimelafidauadeuiniiande fn1sudsdeyarnims

MAguuimMskarianssy egluszduanuianelauniign (X = 4.46, SD. = 0.78)

A a ¢ = v o = Y a Aa a
MIUN 3 ’JLﬂi']g‘WLﬂifJ‘ULV|EJUﬂ?quﬂqﬂﬁjﬂﬂUﬂquWQW’ﬂizﬂmﬂUiﬂqimﬂmaﬂquiﬂqimaﬂﬂ@\‘i

ALASUNIFILATUSNITIVINIG UMNINYIREUAIETAY

A1319 3 NAAT1IERUTeuisuAuAIanTsiuauianelaglduinisniisenisuinisves

NBIELASUNISITYLALUINITIVINTG UM INYIFUUAEITANY

anuAandaiuaunswelaglduinig X t p-value

1. fuUnIEUIUNISIAUING -8.317* 0.000
AUAIANI 3.73
Aoty 3.96

2. MUYARNIHLAUSNNS -6.095* 0.000
AUAIANI 3.67
AMuRanela 3.85

3, gudauiuazan L Ingey 1.604 0.110
ANUAIANIY 4.50
AMURanela 4.46

4. PUTTYZLIAT 3.415* 0.001
AUAIANI 4.36
AMURanela 4.23

5. ghunshnsedeans -4.931*% 0.000
ANUAIANI 4.07
AMURanela 4.23

*TudnAyneatansesu .05
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U3N"3U89nesdaEiuNTIsEuarU3NIsIvIng uninendeusnansaandusiosy nasd
1. shunszuaunslivinig nuin anumavisfuanuiianelavesiléuinnsiiisenns
USN5VRINDIAUATUNITITEUALUSN15IVINS uInendeumansany Ldululudienmaienis

U o W

denfunsounnssiuegaitudfynieadnd .05

2. fruyeansgliuins wui1 anumeanisiuanafiswelaveaglduinisiiddenis
USNN5URINBIALEASUNNTIIBUALUSNNSINNTS umInendeumansany lidululufirmafeddunse
wansnsuegaitudfynieadn .05

3. fuanuilazanmuIndey wui1 anumanisiuaufisnelaveslduinisitde
ANSUSNNSVRINBIALASUNTITERaLUSNNTIVINIT wnInedeumansany Wuldluianaieadu
aeluuanmeiy

4. HUTTHELIAT WU mmmwi’aﬁummﬁqwahﬁuaapﬂ%ﬁmsﬁﬁﬁiamsﬁmwm

nEYEANAsSINTITNaTUSNITITINT L Anerdeuriatsany tudululusianiafentunsewansnaiy

Ao o aad

g1l dANI9EnAN .05

7

5. MuNsAesadeaInUI Aumeniiuauiisnelavesdlduinisniisenisuinis
YDINDIANASUNITITUMAZUSNITIVINT WndInendeuviasay Tudululufianiafenianeinse

Y @ aad

wansinsiudusegedaiivedAyvneadnn .05

aiUsena

M53dei3es mumaniasaufianelavesgliuinisidiseannimnisliuinnsves
nesduasNTITuarUINTIvINg unTinerdeumansay idldeAYMeramsIde fail

1. anumaniweliusninesduaiunsideuwasuinisivinis uninerdeumansany
#a 5 #1u fo Fuduneulunsliuinig duyemnsgliuins fuaniuiivasanmuwanden fu
szozalumsliuinns wazdunisindedeans Tunmsimeglussiuanumeaniann wazsudil
sefumumAnianiigade suanufiuazanmuindes ludiuvesaniufinensndmiviinu
UIN1sazmINuasiiie e donnaedfuuifevesdaan land (2556) tafnwianuaaniuaranm
waneladniSeudenisuinisiiaudwisuanunseuniwisenguiazadinenans wuii dniSeuiiaiy
mandannaiuluseduan danuaianissnuyaaing (213156) 1ndige druaudianela wudn
tndsuiinnufawelayniusedunin fanufisnelafiuyaains (813136) wndiga lagilaa
maniauasanuianelannigaludiny 019138 0udveaniu (Native Speaker) w3afivinuensly
AMWIBINGUAEUWINIIVRINI BFUILATN i%@fﬂﬂ’)’]ﬁm’]ﬂﬂ’?ﬂLﬁﬂ‘ﬁu@QjﬁUUS%ﬂUﬂ’]iiﬁmmuﬂﬂa
sodsihilagldunsguesmuendueiosdiofaaumensalveusaryrrarodfiduniusssumie

JUsTIN wazsaun gueiung (2547) agdlin anumeninduenuussawvesduilaafivgldsuan
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u3neiiu feadusenay 3 Usznns Idud UsnnsfifieUszasd (Desired Service) U3nnsfliieswe
(Adequate Service) warn15UsNIsTiAInnIsel (Predicted Service) @1 nsAIAnTIRaNISUIAIS VS
Tuinsvesnesdaaiunisifonazuinisivins uminerdoumansay egluszdusiniigauay
snyndiu tudnnnglivinisfienuunsouinisuinisiiieUszasd sawe wanduluaiunig
ANANSAIYRIRLTUTNNT

2. euitanelavesldusnisnesdaaiunsiTeuasusnIsivng i IngnaeuiansAy
i1 5§ Ao Fuduneulunisliuinig fuyeainsgliuing Muasniufiuazanmindeu fu
szeznatlunsliuinig uazsunisindedeans lunmsweglusyfuanufianeloun wagsimwdil
sefummanianniigade suanufiazanmuindes luduvesdanuiisensadmiviingy
USmsagmnuaziieame aeandesiuaiitevenaieu Wiy (2554) iwud1 arwdianelauazain
A iavedliusnisdeusnsansauma ddnveayn urinedeysni lnesiudianuianelaegly
sefuvtunans dausesnu fliuinnsiianuiianelauinstu-Ausiniigasesawnfeuinisney

@

ANNNKAEYILNITAUATY kazUINITVTaEed1ed druauaanitveglduinisiaesineglusedu

v &

1N @My Jlduinsinnumaniunnigaden1sinuinsnites1u sesaenfe usnmtisde
a I 1% ) awo a I a o o A A o v a
0ILALUINTTU-AU UaraRAADINUMWITEVDY Clements (1983) Niwudn dsdrdgyiannviilviin
Auianelaluau Ae dnwarwesu sesasulaunaA1dne nsunasestsAutyvilanianianid
A ' o a ) a v e I3 vt A a X A Vo
WBUTINIY AULUAT Wazk5eand 9 W oBuleladn anudisneladuaiuidniintudielasy
HadSanuANavNng e Wuaiuidndugarenlasunadusamuinguszatd (Syaan
TUraTan, 2544)
3. MleswiUTsufisurumanisiuanuianelagldusnisiiisenisusnisvednas
AUESUNTILATUSAITIVING UMNINYIBEUMIANTANN WUTT AUADIUTILAZENINLINDBN AL

[ Y] =

mavisiuenuiianelagliuing Wulvluiemademademseounndnsiulune gegfidoddy
n9addfl 05 ludauves Fuduneulunisliuinig druyeainsgliuinng Fuszezinailunig
33 uazsnumsansiodeans aumanistuaufianelogléuinng lidululufiemadeims
Fewdeunnmsiudunegedaiidodimaainfissiu 05 aonndesiunuideves sian avumds
(2558) wuin wansiIsuliisumnumanianasamnuieweladensiFeunisaeu muawiniiFou
WU Undneseiulsugninidaviseiu danuaianiadenisiseunisaeuivdydnisiuly
unnaeiu wazdnfnwilinuianelasenisiseunisaouivUynisiuresuminerdeasuny
uanenstuegafitudfnfisedu .05 uaraenndostunuidoves Junivs Wasnds (2559) 16dnw
anufianelasionuninmsuinig uazmsiuinménualsuinsianiziaidmasomnudnilunisld
UsnsvesUszrwulunngammunuasanuiianelalunaninnisusnisvesduslaaudasiudana
seAuAnfvegliuinissurmsianizia WeRansansesunuin muindede anusiulas
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