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Abstract

The purposes of this study were to develop a satisfaction assessment model under
internal benchmarking process of the Aditayathorn Building Group, Mahidol University
International College and investigate the satisfaction assessment results with three cycles
assessed by 70, 80, and 61 assessors who are the staff of Mahidol University International
College.The assessment instrument was satisfaction questionnaire and Friedman’s Test
Statistics was used to compare the level of satisfaction between sub-segments in each
assessment cycle. The results of the study revealed that internal benchmarking of satisfaction
assessment system could help increase overall satisfaction. This is because when personnel
are aware of the weaknesses of the initial assessment, the service can be improved such as
duties enthusiastically issue were the lowest scores in first round (mean = 4.24+0.59), but
this issue was the highest improvement level of 5.66 percent in the third round. As for the
comparison of satisfaction scores among sub-segments, it was found that there were statistically
significantly different levels of satisfaction in the first assessment round. However, the
satisfaction score was higher in third round and had no difference among sub-segments. The
internal benchmarking process enables the implementation of assessment results to improve
service quality through the creation of best practices. However, the communication of
satisfaction result between executives and staff should be in appropriate way and also
consider job satisfaction of staff.
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37U (50888) MUY (509a2) MUY (598a2)
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2. i 49 (69.0) 52 (65.0) 44 (72.1)
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1.20-30 U 14 (19.7) 10 (12.5) 9 (14.8)
2.31-40 U 24.(33.8) 36 (45.0) 19 (31.1)
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2.1-59 21 (29.6) 26 (32.5) 11 (18.0)
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1. 91A15 1-3 32 (45.1) 36 (45.0) 32 (52.5)
2. 91AN58NNYINT 33 (46.5) 43 (53.8) 28 (45.9)
3. 9% 2 71 6 (8.5) 1(1.3) 1(1.6)
Parichart Journal Thaksin University Evaluation of Satisfaction towards Internal Benchmarking among Staff of

Vol. 35 No. 4 (October - December 2022) Aditayathorn Buiding Group at Mahidol University International College




2. MsATEinaazuuuAaianelaTefulSsuWisu 3 saunisudiu

mstiauerarzuuursiaelaiaueifunziuuadtlnefimazuunidululife 1 - 5 Asuuy
Tnsnzuuuiiy 5 unzuuuifissduamiionelagsan Inglumsnai 2 diiauenamsuseidiusosu
Ingdslaignadiunuges YeInNguae1A1TeNIngINT IMERBUIUINA W Ine1duuding wud
aziuuarufisnelayndueglussduifieiinn tegluseunsUssifiuaded 1 seduamufionelaos
Tusedfy 4.3 - .46 Azuuu dndluseumsUssiundad 3 eglusedy 4.48 - 4.53 avuuu TaefiSevas
yonzuuuiiugatuegluszdu 1.57 - 5.66 Tagwui dumnunssiiotesu warnisujdRaun
sthiildsuseumnedusuiifesuuutiosiianluaded 1 way fnmafuluvesesiuugan sesaun
Wushunssuneemazmnseynainsmelufiinveaugieimiae

A9199 2 LARITTAUATLULANUTINDLS8A1U WSsuTsulunsarsaun1sUseliuLasSesay
ANULUAYULUAUDIAT LY

o . 50U 1 soUT 2 50U 3 % N3
JAIDIY y
(Mean % SD) (Mean + SD) (Mean + SD) Uaguwdag
AN 434 + 057 437 +0.60 451 +046  +3.92%

1. MSWAUSNISMEANNENIN Soutlon 4.35 £ 059 434 =064 451 =046  +3.68%
WJurifwes / Courteous Service

2. 1ANUNTER0ITU wasn1sURURNIY 4.24 + 059 432+ 062 4.48 + 047  +5.66%
ausifilesuneuning /
Performs assigned duties
enthusiastically

3. arndednduareuiuioveude 435+ 059 438+062 4.53+048  +4.14%
wihil / Honest and responsible

4. MIBNNYANUALAINADYAAINT 430+ 0.60 434 +0.64 451+047  +4.88%
melufiinvennutiewmie /
Readily assists MUIC personnel
who ask for help

5. mmqmwﬁ‘w%faa‘uaﬁm%qLLUU 4.46 +0.60 4.45+059 453+046  +1.57%
WALNISUSNTY / Wears appropriate

uniform and follows dress code

3. nan1suszliuanunanala wWisuWisuusasdiunudoy
Han1sUssiuAuiswelawuuiisupssanssauy tngldnmsussgudssanmouneludiuau
Lﬂuﬁ@ﬂ%’mﬁﬁ%%uﬂﬂiﬁlamiLLaSU%JU‘U’:;Qﬂi%UTUMiUSzLﬁuﬂﬁmﬁﬂ‘wﬂﬁﬂﬂEJL?@H]WM?TJ%UUEQ
wuvasunuisngasla it nssguldflenataninudniiuiionuuuussiduiiaaiy
wnzamnnignuaziailuld ndnldfunansUssiuasiinsginansssiuaioiuudais

MsUSEIIUAUWOWAlIUUIRSUIASDMETUODANSTOLWINOIU 21sdsUNSBI0 UKIDNENaeNNGru Mees
NAUMUDIANSONNEINS SNYIAUUNLIA UKISNENALUROA UA 35 alUA 4 (Qa1AU - SUDIAU 2565)




ihuavszduiildidnliauelumsussgudunudnadafieliynaunsiunamsussdiu wasyage
muumsufiRlunsudludeunwsesuassuilaligmiiatutoufivsthuunsussdululissdu
siolusoudnludaiisounsuszidiuegiitas 2 ads Tnglunsiinuihiiaueranisuszidiu 3 seunu
3797 3 waw JUN A 1 wansazuuuesneladeiUSeudisudiunuges uazseumsuseidiu
i3 3 ads Insdrunudesmeldinguaueinisefineins Usznauludae 1. susun. 2. et 3.
NUT901ANT 4. MuPTeIiIge 5. udiine TassansAnulumsnsd 3. uanskan1SieTe
WisuWisuszauaziuuauianelaseninsdnuges neluseuuszliufendu Ingldada Non
Parametric WUU Repeated Measure Test lauA Friedman’s Test Lﬁaﬂmﬂﬁa%aduﬂﬁiﬁﬁﬁﬂwmz
mswanuasuuuliund Taglunanisfinunudn seunsussidiud 1 asuuueudfionelaluusasdiy
Nudesiimuuanssiuegditedfyneeda lnewud uiee1ns wesnugisteniize Wudu
nuiifiazuuuiind 9w sUn. way nuwithy egeitedfyniadifisyiuaudesiu 95% seu
MsUsziiudl 2 wuinfifles utstentissdunuieitisfuanufianelafiinn iy daunusun,
wazeuuithy sgnafiduddmeadaiiseduaudotiu 95% dnlusounisuseifiud 3 thinuta
sefuAziuuauianelat 5 daunudeslaiunnsaiy uazilegnavlsziuazuuuaufianelaly
AN 1 Useneuasnui d’sumusjaaahumﬂﬁisﬁumLLuummﬁawahﬁLﬁmqﬁumﬂﬁa‘um'ﬁﬂmﬁu
7i 1 fesounsussdiud 3 muddu

A15199 3 BERINTISUSHULTBUTEAUALLULANUNINDLA 5 117897U8 98 9AILITUDIANTBNNYINT
FNeFUUIUIR WnIneduuiing lTulsiarsoulsediu (AEwUUAY 5 ATLUL)

souUsziliu dausueay Mean + SD Median (IQR) P Value Post hoc test
50Ul 1 1. sUn. 456+052  48(1.0) <0001 3.<1. udg2.
1.0, 63 2. witu 4.55 + 0.56 4.8 (1.0) 4. < 1. uag 2.

3. 91491A19 4.18 + 0.84 4.2(1.2)

4. 9ageuinge 412 £ 0.85 4.0 (1.0)

5. @tnay 4.29 + 0.81 4.2 (1.0)
50U7l 2 1. sUn. 446068  48(1.0)  <0.001° 4. <1 udg2.
n.A. 63 2. it 4.46 + 0.66  4.75(1.0)

3. 9199713 4.25 + 0.68 4.2 (1.0)

4. 9ageuinge 415+ 077  4.0(1.0)

5. d@nay 4.38 + 0.65 4.4 (1.0)
50Ul 3 1. sUn. 454+049  4.6(1.0) 0.089 NS.
1.A. 64 2. iUy 4.58 + 0.51 5.0 (1.0)

3. Y19DIAT 4.44 + 0.54 4.2 (1.0

4. 9ageuinge  4.45+054  4.4(1.0)

5. @inay 4.53 + 0.51 4.8 (1.0)

'
o = @

naaaulneltadd Friedman Test ™ fipddgynadfnsziuauliou 95%

Parichart Journal Thaksin University
Vol. 35 No. 4 (October - December 2022)

Evaluation of Satisfaction towards Internal Benchmarking among Staff of
Aditayathorn Buiding Group at Mahidol University International College




5.000
4.750

4.500
4.250 I ]:
4.000
3.750
3.500
Tun. watm 1198103 TRTONLITI FIRNU
soufl 1 soufi 2 W vOUR 3

AN 1 SEAUALLUUAMUNINDIRALLALYIANUTDAY 95% LUNAUNLILIULDY
TuNguaueIANTeTing M INFEUINIIR WINEIFENTing 91nTaUN1TUTEIN 3 AT
AT 1 1.0 63, ASIN 2 N.A. 63 WAL ASIN 3 U.A. 64 (ATWULLAL 5 ATLUL)

n138AUs1eka (Discussion)

msznthiivanyeanguueinseiingms AenssneanuazaInFuanuiLaziy
assUlnafiugudmiunsiiduionssusine vesdinedouumd wninendeuding liday
Dulusunsdeunisden ms3de Anssuiinne uaznisdnfanssuanyaraniewen lunsufun
pumszutiiivan nguauemsefingmsivihiifidesiadedeas uazdunsamazaniagnss
soypansfiiauUszasdliiuiivesoraslunisdnianssy msfndelnemssdausnndunisinse
sevinadmihiaeatuayufefuesdaasdiuldindinnihuuuussfiudumnndudming
awatiuayu sl nuihiivdndanandauioelaiedusdosleddydmiunisussiiunanm
nsWuimsvesnauaLeIAsefingIms Inendouunmi uvinendeniing s iasiannnuam
msliuinmsvesyrannsngludiuulvingsty

reunthiinsUssdiuenufimelavesndunuoimsefinemssdlifissuunsUssdiuiidamnu
wiazdunugesdmiiues Suldemanumsussiiufiuansrsiueenty vilvidlensagunans
Ussidiufiothlufudssamnimnisliuinistu shasdatamludesnsudmanisussduseming
ﬁmﬁ’]dammﬁ’uQﬂﬁﬁamumajazﬁauﬂzgmﬁuﬁﬁa wagitddyaiunugeslaildTuunufuaia
ielilunisufuuenuies madueIesilonsifisuiAesanssouy (Benchmarking) 3sdeiu
Fanussasdndnuosmsnuniifiemusuuuunmsussdiuanufiselasudlndlaeingusrasdiiie
TAnnsUssfiuegelissuuneludiun msafundfoaidme dusuuuuliAanisiam
pupaesyranseludunu lneBunszuiumsanmsNusumsUssdiugUuuuln Uiudedans
Tndeufuluyndrunudes uaziimnunsyduasviouliiufnunmnisuinsialdmuuuian
SERVQUAL %84 Parasuraman, Zeithaml and Berry [10] @adwunnaunmvssnistiuinisesnidu
587 Wu 1. aruhidedelun1suinis Reliability) 2. erusiula (Assurance) 3. sUssIuMslAuINg
(Tangibles) 4. mutelaldn1suinig (Empathy) lag 5. Msnevausdlunisiiuinis (Responsiveness)

MsUSEIIUAUWOWAlIUUIRSUIASDMETUODANSTOLWINOIU 21SsdsUNSBI0 UKIDNENaENNGU
NAULIUDIANSONNYINS SNENAVLNUNBIC UKIDNENAUURAA UA 35 aUun 4 (AU - SUDIAL 2565)




Juthlugnisadrsuvuussifiuanufiensle 5 4o wilouduynaiunudes Tnenszuiunisioans
Lﬁ@iﬁﬁmmiw%ammmg&Lwig“dLLUUﬂ’]ﬁU'mﬁu nsaueransUsziiuluusiagseu NsaTIE
Han1sUsEIIY EULLUUﬂ’liﬂélUﬂ‘iﬂLLmﬂJﬁ?u fuunsiunsUssgngunue fing s sz iy
ouaznilindy

HansUsTiiuAMuianalalunInsn wagTeiuasnuI dannuasEauAuianele
oglusduiiunnndt 4 azuuwdy 5 Azuuy usdegsesnuudiaznuin lurrausnduifazuuy
mgaduFes munsziededu uarmsUiRnumumihdinlduneumne dsaenndestunmnn
nslusnisiin ludes msmovaueslunsl#uins (Responsiveness) Waiannisanuves
Chewa-Kongkiat and Teerawanviwat [24] fifnw3osnmunimuinisuazanuiianslavesfliving
Tudswentn@vasinsinsmeduanuin mnuiidede uay nsevaussnsiuinisiedutlade
fifiarorrufisnelavesiuuinisgean fandunuenmsofinemstudmunnidefiovesnsliuinig
sawvieulnsnsusdsneaninieuies Wushuiiliasuuugean udBesnsnovausadubosifazuuy
mgamuitldnanluud mevdanmsiiauenanisussdiuluseudl 1 WeldAnmsnszduuay
Ufutsnanmnisliuinisanu asuuunafioelafituserludesnsnouaussnisliuinisd
Aruuufifisdugaannduionas 5.66 uonaniidlefvsanlududomeuusniudumuh doiuouuy
Tudsauiiviinaanasinadail 1 78 21 Gesanaadu 10 Bodluaded 2 wasimde 1 Fodluadsd 3

nansUszidunaianelaidalSouiieu daiefunislunszuiumaifieudssaussous
Tnensnuniidenldniafieudsuuumelussdng (7] iidwedosdiolunmsfaussuudssdu
uarasanUATATRIR YA nsuLasAanIsUSUU TR mnnslRuS g TedinanisAnwinud
nguTI98ANS Lagtsdentings fnzuuunuisnelasiindy ndunu sUn. uasauusithu egnsiaddny
neadanszfuaudesiu 95% luseunisuszifiui 1 uivdsnnisuiauoranisiiuau
GadFeuitsunigluedng mavuunujiaiasududiowsludgmenudelauouuzsiiunsyssau
Uszduieunasiumstszdutmuingeieudluseunsussdui 3 esuuueufmelavesusay
dunugesegluszduiliunndiediy warlunmrmsmuifinsuuugstudntion asviouduli
qﬂa'mmaiuﬂfjmmmmiaﬁmmwﬂumwmmﬁu’uLﬁmm‘aﬂ%ﬂﬁ;ﬁﬂizmuﬂﬁﬂﬁ‘fﬁmu UATAMAN
mslsuEmslumsiiatu fedusHiomagstliansoagUldesadanuin Dunamanmsmsiaun
spuumsUssdiumnuemelalmtviel witfoludefvesdunuiiasiiszuunsussidufidugy
syaunntu annsmiluEenesiaunmnsivinsludaioudleuld waeiiddydiieduns
as1evpanenisioamssenhadliusnistuiuninisflas lugnmsiaunegnadususssuaniu
usnaniindey msfnwilefaaanmnslimEnsveminaueisasestimsfnuludnuas
awfienelalunisufiinu wiemnufielslunuvesyrannsiufiRnuamugiuluse Ssfedu
asrusznaudAglunsnsgdulvndnauianisianauninnsiiuinisvewues Fanmsanw
994 Homhuan and Chantuk [25] wud nsgslalunisufdanulumunisldsuniseensutiuiie
aunTmthlusundsay was suaudisalunisvaudmwansanufisnelalunsufifauves
uaansnasgrentsidunnminerdeluiiuressy

Parichart Journal Thaksin University Evaluation of Satisfaction towards Internal Benchmarking among Staff of
Vol. 35 No. 4 (October - December 2022) Aditayathorn Buiding Group at Mahidol University International College




Jarauauuz (Suggestions)

1. MneansAnyInUI AanmwesnsuimsiiazsieuseninanmsUssiiuanuiiansle
YoeiuUsnMsasathunldiiAansussfiukasnsimaunmnsiivinislasdesyssand
Tnszvrumaifisussaussouznislussdng Ssanmnsoirludssgndldlalunng wheau il
mslsuAssaussaurmelussdnsiiolfuaiesionsaauuu fuaa lnelildninensusesunu
gewnn danilefiddnyfe ﬂiaamamiﬁammazgﬂLLUUﬂﬂiﬁaawiixmmﬁg’fﬁWLauawaﬂﬂiﬁisLﬁuﬁ"u
Fanussdiu veduimsiuguiRau Adeafisuuuuiivnzay Snvasludauinunnninfiesdy
Weauniensadlnudsenadanaidoniann

2. Msfnwfimshemugluiunmsussidiuanufisnelavesdlinins Afonsusziliua
fanelavosfufiReudsdodussdusznounidunansedulifnmslsuinsiia addleduims
#5uidssingnéniinnfuninisudtamsmuasdeiausuuy Adimsinseiinuandululy
fiemsguun loud nsussiiuludnuasiisuifssaussausiiteliiAanisUsuidiunuies Ainses
Usuuge wasifannauesesiufinu uasesduiunsinufedeifufofnulesu ududs

Y

mibaAeauldfiswelalunsujuRnunisly

Fa3MnuaIuNAU (Limitations)
myUsziliuanuianelalagldnszuiunisifisuiAsenisluesdns azansaandunisiag
sedpsfinisdoasianudilalifnrruafidauinsunsfieufesaussauzaeluesinsdedewi
mafieuiReslilddmanenanmsufiRnurielinanssnunsenusoRuieueadannns wiunsadis
aadunilafenvosesdnsiastielinunmmslivimsvesesdnsgatulunms lduddiueila
duammils weruenanimsifieudsinglussinsordliunnyanivesdnsiduualveinn 4 wied
sUuuumsTiEnsimanvaneviounnsafusnauduld iesnaevilitadedidesasonunin
msliuinsuanaeiumnauliausaiisuifssiuls vsenaaududoulunsadiawuuysediu

References

[1] Donjdee, K., Chancharoen, S., & Harimtepathip, P. (2018). The study of the development
of an evaluation of satisfaction skill training program for non-academic personnel
of Mahidol University. Journal of Professional Routine to Research, 5, 10-17. (In Thai)

[2] Thailand Quality Award. (2019). TOA criteria for performance excellence framework
2563 - 2564. Eastern Printing & Packaging.

[3] Thanapaisal, S. (2013). TQA (Thailand Quality Award) and EdPEx (Education Criteria for
Performance Excellence): The application for performance excellence of educational
organizations. T.L.A. Bulletin, 57(2), 71-78. (In Thai)

MsUSEIIUAUWOWAlIUUIRSUIASDMETUODANSTOLWINOIU 21sdsUNSBI0 UKONENaNNGru [Ny
NAUMUDIANSONNEINS SNYIAUUNLIA UKISNENALUROA UA 35 alUA 4 (Qa1AU - SUDIAU 2565)




[4] Duangmanee, A., Areesophonpichet, S., & Sujiva, S. (2013). The development of research
management strategies by benchmarking on education criteria for performance
excellence of nursing colleges under the Ministry of Defense. Journal of Nursing
and Education, 6(2), 84-99. (In Thai)

[5] Wongwatthanaphong, K. (2017). Application of benchmarking tool in public administration.
Journal of Management Sciences, 34(1), 135-159. (In Thai)

[6] Tubtimcharoon, N. (2012). Benchmarking: Management tool that institutions should not
overlook . Panyapiwat Journal, 4(1), 97-111. (In Thai)

[7] Pongsawat, P. (2015). Benchmarks of personnel within the organization Journal of Vocational
and Technical Education, 5(9), 46-51. (In Thai)

[8] Camp, R. C. (1989). Benchmarking: The search for industry best practices that lead to
superior performance. ASQC Quality Press.

[9] Lekawattana, T., On-Sawad, A., Buosonte, R., & Mejang, S. (2009). The development of an
internal quality assurance model for basic educational schools using a benchmarking
approach. Research Methodology & Cognitive Science, 6(2), 93-111. (In Thai)

[10] Parasuraman, A., Zeithaml V. A,, & Berry, L. (1990). Delivering quality service: balancing
customer perceptions and expectations. The free press.

[11] Thongtam, P. (2017). The importance of service quality for business success. Kasem
Bundit Journal, 18(1), 219-232. (In Thai)

[12] Bunnoon, P., Thongtang, L., Madsa, T., & Suntiniyompakdee, A. (2020). Satisfaction and
behavior of foreign tourists during the vegetarian festival in food routes of Chue-Chang
community, tourist attractions at Hat Yai District in Songkhla province. Parichart
Journal, 34(1), 42-58. (In Thai)

[13] Saensomboon, A. (2012). Satisfaction evaluation of people to public electricity in section 3

Lamphun Municipalities. [Unpublished Master’s Thesis, Chiang Mai University]. (In Thai)

[14] Duanghasdee, K. (1995). Mental health and job satisfaction of the non- commissioned
police officers in urban and rural areas of Khon Kaen province.[Unpublished Master’s
Thesis, Khon Kaen University]. (In Thai)

[15] Wongwiwatthananukit, S., Laosrimongkol, K., Bunthamjinda, S., & Chaleaojittikul, S. (2005).
Development and validation of an instrument to measure patient satisfaction in
drugstores. Thai journal of health research, 19(2), 87-104. (In Thai)

[16] Taib, C. A, Rante, Y., & Warokka, A. (2012). In search of the university quality level
benchmarking: Examining the academic library users satisfaction as the anchor of
service performance level [Paper Presentation]. Proceedings of the 19th International

Business Information Management Association Conference, 4, 2039-51.

Parichart Journal Thaksin University Evaluation of Satisfaction towards Internal Benchmarking among Staff of
Vol. 35 No. 4 (October - December 2022) Aditayathorn Buiding Group at Mahidol University International College




[17] Host, V., & Knie-Andersen, M. (2004). Modeling customer satisfaction in mortgage credit
companies. International Journal of Bank Marketing, 22(1), 26-42.

[18] Young, S. (1993). Checking performance with competitive benchmarking. Professional
Engineering, 6(2), 14-15.

[19] Lund, C. M. (1996). Benchmarking patient satisfaction. Best practices and benchmarking
in healthcare : A practical journal for clinical and management application, 1(4),
203-206.

[20] Drachman, D. A. (1996). Benchmarking patient satisfaction at academic health centers.
The Joint Commission Journal on Quality Improvement, 22(5), 359-367.

[21] Ren, X., & Zhao, Y. (2005). The application of benchmarking in China airlines to improve
customer satisfaction [Paper Presentation]. 2005 International Conference on Services
Systems and Services Management, Proceedings of ICSSSM’05, 1, 199-203.

[22] Grigoroudis, E., Litos, C., Moustakis, V. A., Politis, Y., & Tsironis, L. (2008). The assessment
of user- perceived web quality: Application of a satisfaction benchmarking approach.
European Journal of Operational Research, 187(3), 1346-1357.

[23] Cohen, J. (1992). A power primer. Psychological Bulletin, 112(1), 155-159.

[24] Chewa-Kongkiat, Y., & Teerawanviwat, D. (2016). Service quality and customer satisfaction
of an email credit card statement service Journal of Applied Statistics and Information
Technology, 1(1), 57-75. (In Thai)

[25] Homhuan, P., & Chantuk, T. (2018). Government personnel’s job satisfaction with public

autonomous university. Silpakorn University Journal, 38(5), 80-98. (In Thai)

MsUSEIIUAUWOWAlIUUIRSUIASDMETUODANSTOLWINOIU 21SsdsUNSBI0 UKIDNENaENNGU
NEUMLNIMSONAENS SNENFELNUNBIT UKIINENFEUROa UA 35 aUun 4 (AU - SUDIAL 2565)




