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ABSTRACT

The purpose of this independent study was to explore customers satisfaction
towards One-Stop Service Center of International College, Chiang Mai University according to
the five aspects of the Service Quality theory; Reliability, Assurance, Tangibility, Empathy and
Responsiveness. The results of this study will be used as tools to improve, develop and
standardize the service quality of the center. Samplings were identified to 138 people who visited
One-Stop Service Center of International College, Chiang Mai University for services during
March 2011 to March 2012. Data was collected by questionnaires and was analyzed by the
descriptive statistic, consisting of frequency, percentage and means.

The survey showed that the respondents mostly were categorized to the campus
insiders as international undergraduate degree program students, Thai female, aged below 21
years-old. They mainly visited One-Stop Service Center of International College for the
International Undergraduate Degree Program Admission service.

When we surveyed on the customers’ satisfaction towards One-Stop Service Center
of International College, Chiang Mai University, in overall aspects it is found out that the
customers had a high-level satisfaction towards the perceived service from the center. When we
asked the customers to rate their satisfaction according to the five aspects of the Service Quality,
they also rated their satisfaction at the high level for all aspects namely; Tangibility,

Responsiveness, Empathy, Assurance and Reliability respectively.



The sub-aspects of Service Quality which the respondents satisfied in the first rank,
they were as follows. In Reliability aspect, the respondents satisfied most on the sincerity of staff
to accept the mistakes. In Assurance aspect, the respondents satisfied most on the manners and
courtesy of the staff. In Tangibility aspect, the respondents satisfied most on the appropriate and
professional dress of the staff. In Empathy aspect, the respondents satisfied most on the staff’s
following up their problems until it is solved. In Responsiveness, the respondents satisfied most
on One-Stop Service Center has various contact channels.

Besides, the sub-aspects of the Service Quality which the respondents rated as a
moderate satisfaction are the notification of the changing schedule and the announcement/
examination result/ passing work as per schedule. These two sub-aspects were in the main

Reliable aspects.



