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Questionnaires
CUSTOMERS SATISFACTION TOWARDS ONE-STOP SERVICE CENTER OF

INTERNTAIONAL COLLEGE, CHIANG MAI UNIVERSITY

Instruction: This questionnaire aims to study the customers’ satisfaction towards One-Stop
Service Center of International College, Chiang Mai University. All of your answers shall be
strictly confidential and will not be passed on to any third parties. Answer will ONLY be used
towards academic study. Finally, your answers also will help improve the service performance of

this center.

SectionI  Basic information of the respondent.

Instruction: Please choose the suitable answer and tick \ in the box [ ] given for each question.

1. Type of respondent:
[ ] You are presently either an employee or student of Chiang Mai University.
(Please go to question no. 2)
[ ]Youare NOT presently connected with Chiang Mai University

(Please go to question no. 3)

2. If you are from CMU, please kindly choose the status which represents you the best from the

list below.

[ ] Home/ Domestic Undergraduate Degree Student
[ ] International Undergraduate Degree Student

[ ] Post-graduate Degree Student

[ ]Professor/ Lecturer/ Instructor

[ ]Staff
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3. If you are from outside CMU, please kindly choose the status which represents you the best

from the list below.

[ ] Parents [ ] General Public

[ ] Private Sector Staff who works closely with Chiang Mai University

PLEaSE SPECTIY: weeeieieieiiiiieeie ettt ettt ettt et te et e teete et e ete e teebeenteenteenseentaenteans
4. Gender: [ ]Male [ ] Female
5. Age: [ ]below 21 years [ ]21-25 years

[ ]26-30 years [ 131-35years

[ 136 -40 years [ ]41 years and above
6. Nationality: [ ] Thai [ ] Chinese

[ ] Myanmar [ ] Westerner

[ ] others (please SPecify): ....ouiiniiii i

7. Which of the following services types offered by One-Stop Service Center of International

College, Chiang Mai University have you ever used? (You can tick \ more than one answer)

[ ] Student Admission: e.g. High Level Education Consultancy, Application,
Accommodation Service, Airport Picking-up Service, Faculties/ Institutes’ Cooperation, etc.

[ ]Pre-College Program

[ ] Students’ Activities: e.g. New students’ Orientation, International Day, Laos
Day, China Day, etc.

[ ]International Relation Affairs: e.g. CMU Exchanged-Student ID Card, Passport
& Visa issue, etc.

[ ] Others (please SPeCify): . .oviuirininiiiii et



115

Section II This part will evaluate your satisfaction towards the service that you have

received from the One-Stop Service Center of International College, Chiang Mai

University.

Instruction: According to your satisfaction towards the service quality as a result of the

service delivering from One-Stop Service Center of International College,

Chiang Mai University to you by comparing your expected service to your

perceived service. Please give us a rating scale from low (1) to high (5) as

following.
Satisfaction Level
(A result from comparing your expected
No Service Quality Factors service to your perceived service )
Mode Very
Most | Much Little
rate Little
Reliability
1 The information which you received from One Stop Service
Center
2 The accuracy of schedule which is given out.
3 The announcement/ examination result/ passing work as per
schedule.
4 The notification of the changing schedule.
5 The sincerity of staff to accept the mistakes.
6 One-Stop Service Center correctly delivers the services to
you according to standards.

Assurance
7 The manners and courtesy of the staff.
8 The explanations and answers to your enquiry of the staff.

9 The skillful in solving a problem of the staff.
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No

Service Quality Factors

Satisfaction Level

(A result from comparing your expected

service to the service that you perceived )

Most

Mode Very
Much Little
rate Little

Assurance (Cont.)

10 | The confidence of the staff in answering your question.

11 | The foreign languages competency of the staff (e.g. English/
Chinese/ Japanese/ etc.)

12 | One-Stop Service Center has the same service standard to

your expectation.

Tangibility

13 | The convenience of visiting the office and an available
parking lot.

14 | The office is clean and tidy.

15 | Hi-technology equipment is used.

16 | The appropriate and professional dress of the staff.

17 | The visibility of the office’s a name-plate.

18 | The service that you receive from One-Stop Service Center is
exactly the same to what you have heard from media.

Empathy

19 | The staff’s understandings of your problems.

20 | The primary concerning of the staff towards your benefit.

21 | The convenience which is provided by the staff.

22 | The genuine concerns of the staff towards your problems.

23 | The Staff’s following up your problem until it is solved.

24 | One-Stop Service Center has services that serve all your

needs and reach your satisfaction.
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Satisfaction Level
(A result from comparing your expected
No Service Quality Factors service to the service that you perceived )
Mode Very
Most | Much Little
rate Little
Responsiveness
25 | Staff’s acknowledgement and greets once you step into the
office.
26 | The ability of staff in giving you a prompt service.
27 | The efficiency in answering your enquiry within a reasonable
time limit of the staff.
28 | Staff immediately answer you or within a time limit.
29 | One-Stop Service Center has a various contact channels. E.g.
e-mail, phone call or walk-in.
30 | One-Stop Service Center serves all your needs as what you
expected it should be.
Section I11 Any problems or suggestions of you from using services of One-Stop Service

Center of International College, Chiang Mai University.

- Thank you very much for your time and kind co-operation -
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