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Abstract

This research aimed to: 1. examine the satisfaction of graduate students in Thai
Studies with the services provided, 2. study their expectations of the services, and 3.
compare the differences in satisfaction and expectations according to personal factors.
The population consisted of 42 graduate students enrolled in the Master of Arts and
Doctor of Philosophy programs in Thai Studies, Faculty of Humanities and Social
Sciences, Burapha University, during the academic years 2017-2023. The research
instrument was a 98-item questionnaire on service satisfaction and expectations, with
item discrimination ranging from .20 to .72 and overall reliability of .92. Data were
analyzed using percentage, frequency, mean (W), standard deviation (O), and effect size

(E.S.) for comparison.

The findings revealed that: 1. the overall satisfaction with services was at the
highest level (=4.82, 0=.252), Ranked from highest to lowest, satisfaction was with
service staff, service quality, service process, and service environment, respectively.
2. The overall expectation of services was also at the highest level (=4.73, 0=.305),
with the same order of importance as satisfaction. 3. Satisfaction significantly differed
by gender, age, and educational level, while differences by occupation were found
except between civil servants and self-employed individuals, who showed no
significant difference. No difference in satisfaction was found by nationality.
Expectations did not differ by gender but differed by age and nationality, with no
significant difference between the 31-40 and 41-50 age groups. The results highlight
the importance of enhancing staff quality, service processes, and service environments
to better respond to students’ expectations and achieve the highest level of

satisfaction.

Keywords: satisfaction, expectation, service
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Aoansezls Badalvu)
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nqufilidoauafiuiui Whmnefendniudhwineiiie widwanedu wdos
¢sunmsseusurnguion duu Ssmaniildhmstidusslunmstmun Wwsngasdelf
v usgiivsravsaannnindutminefifuiadudimuaudinedes msganst
dusammsazLiin Commitment way Acceptance sUsinginthmang fifwmuslagyaaady
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1 widsgslavidenetasziinasio msvensulazmstiauuRaveusenthinsuinm uwif
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LIAAAMNINUINSIASUNsTRIIReEanLaz I lUEN1 a5 19MUUT1RBSERVQUAL
FsusznaumeiiinunIwuinig 5 a1 lawn AnuugUssIITesUNs (Tangible) (Anwar,
2017)

ANULTeRe (Reliability) MInouaUBInoy3UUINT (Responsiveness) M3
arwiila (Assurance) wazaudiueniiula (Empathy)

LUU1aed SERVQUAL fiiainnlng Parasuraman et al. (1988) luirdasiioflaiu
nsvaNsuesamsslunTUssfiuauaImuinig mathuuusaesiinyszanalaly
NsANwIAUAIMUINSTRINSELIUMSnMeRuadafnisashwmeuiavseli wilad
#1499 YosnuNUIMsTasNanonufianelavesnglsaieuenyulaessnseunquiing
Anwidednnunnileruniivesnaunnmsuinmsitauddyronsszidiuganm
fugiluuiumenisuints nsssyladetmuaauamnisuinistaruddenisds ias
Pnwlvaunsadn Auau karUTuuTnsTusamnmNIsUINIsYegnAle (Parasuraman
et al., 1988)

Parasuraman et al. (1988 cited in Anwar & Surarchith, 2015) lﬂﬁmuﬂﬁaﬂmmw
n13U3n151 10 Usznns Fadufiugudmsunsiamnuuusians SERVQUAL Taefifiviant
Usznaumiy

1. mnuudodio (Reliability) mnefis auanusavesesanstunisluinisnad
Teyey1l108199NMDUATATINUAIUANANTY

2. MIneauaLes (Responsiveness) A Audnlavaaninaulunmsemdegnan
wazlnu3n1sen1sIng

3. AMUEIN50 (Competence) L‘ﬁm%ﬂﬁ’m’;mguazﬁﬂwﬁﬁﬁLﬂumaawﬂ’mm

4. NMSIRIUINIT (Access) M8 seauAUazmnlunIsinnaiuntnmu

5. 9581 (Courtesy) 5TNSUURNBYNANBINETNIIU LYW AIULAITH FAN
wazLJusing

6. 154013 (Communication) A3 miaamwayjaﬁgﬂﬂmLmzjuﬂm

7. Avuinidedie (Credibility) iRervesiuanudednenazanalinidanegluuinng

8. AnuUaense (Security) vaneda msluudnsiivsaandunsendeninuasdy

9. AMNla/N1333NaNA1 (Understanding/Knowledge) fia a3unenenslung
WNlAAINABINTVDIPNAT LU NISTEUFANABINTIANIZUBIGNAT

10. Asiidunasla (Tangibles) sauﬁﬁﬂwmwwmamwﬁﬂimg

asulddn wdnnsuazuumnensliuimsiiadu anuindetiogndes asudu
WLNZAN WNEATUNITA! TIALTINTIUAMIUA dOARFEITUAIINABINITVBILFUUTNIS AUVl
gsurinmsifamiunels airennuuseivlauazanumssARIRRULTUUIS vasfeIiug
Thusmsazdeaiilanazsrameindouagliuins asvmindsgamves §3uuins ey
Fremde Tirunseans runeanuEean WIALANABINTT ey SUNIUNaIEuUNIsTH
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2567) AN1Y VBAKUNSANYIUNINR (WA, 2560 — 2579) UaguHugnsaansy1F 20 U (w.a,
2560 — 2579) 1Uswana Wuusgmsmansusznoudeynsmansly 4 fw dwiolud

gMSAARST 1 HUSO Smart Education nsamngusywemansuazdanueansg
ana

gMSAANST 2 HUSO Smart Research dlaBslasianIANNWLAZINASE LN
Reuywemansiardnuaans dszauaina

gMsAANST 3 HUSO Smart Wisdom n13uinisimnmsegudayansu
UYEANAnTLaTAIANAIENS

gMSAARST 4 HUSO Smart Organization NMsU3vnsesAnsgandulde

RGN

“Humanities and Social Sciences for All: HUSO FOR ALL”

“UymernansuardenumansamIunnAL”

Uiy

aSsnuAwAsgUYIENIN 0UFIMT IngRasTIN AU

Wusha

1. SMART EDUCATION

2. SMART RESEARCH

3. SMART WISDOM

4. SMART ORGANIZATION

Aty

ANNYBEmansardnumans duwilfuRlunisuinsdanisiaednie Adey
(Shared Values) fasialuil H = HAPPY (iremusgnafimnuga) U = UNITY (enusauduidiu
#u) S = SOCIETY (Hanusuiinveusiodany) O = OUTCOME ORIENTED (sjasiunadng)

TWUFITUDIANT

MAKE IT HAPPEN, MAKE T HAPPY

vmnegnsliAndusedalafidugy

wuIRRUlEUIELAENAENS AENYEIAERTLASEIANATHAS

AzaywmMAnsiazdInNmans uvinedeysn Wunnsiiiunuazdunasi

= 4 =

Ingitaudazdyauiumsinuuyvemansuardrumansusnauluiennuvainnanglunane

4 ﬁu’wé’ﬂqm e FreTevesynanns (Generation) §dn ma= Uszifiuiivhmielunis
wsmshemssaundadunianeldanumannuaneiiy
sremuiidunasiiiunasSuiaseunisaeusedyvnluandunaiuiy Sl
Auzaywemanskardsaumanslanduludonisaou Sududsfinuen dndosfinsaudeils
LLazﬁmeiasJa@m'alﬂzzimﬁﬂmsL%‘Uuifﬁﬁmﬂ%ma TuvauetAgIfuNf oIS 1auaIunIs

Renildnwurysannsneliiiaransenusedaulagiamenansenuluiiuil (Impact) wazn1s
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