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Abstract
This study aimed to compare personal factors affecting service satisfaction among recipients of the
Division of Research Administration and Academic Services at Kasetsart University, Chalermphrakiat Sakon
Nakhon Province Campus, and to propose suidelines for improving service quality. The sample comprised
100 lecturers and academic support staff selected through purposive sampling. The research instrument
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was a structured questionnaire consisting of three sections: personal characteristics, satisfaction with services
across five dimensions (research support, researcher development, research promotion, management, and
communication and public relations), and recommendations. Content validity was evaluated using the
Index of Item-Objective Congruence (I0C), yielding a value of 0.70. Reliability analysis using Cronbach’s
alpha coefficient produced a value of 0.87, indicating acceptable internal consistency. Descriptive statistics,
including frequency, percentage, mean, and standard deviation, were employed. Differences in mean scores
were analyzed using t-tests and one-way ANOVA, and pairwise comparisons were performed using the Least
Significant Difference (LSD) method. The findings indicated that respondents reported an overall high level
of satisfaction with the services provided (X = 3.83). Personal factors that significantly affected satisfaction
levels included organizational affiliation and years of service. Pairwise comparisons revealed significant
differences between the Faculty of Science and Engineering and the Faculty of Liberal Arts and
Management Science, between the Faculty of Science and Engineering and the Chalermphrakiat Campus
Office, and between personnel with fewer than three years of service and those with more than five years
of service. Respondents affiliated with the Faculty of Science and Engineering and those with fewer years of
service indicated a greater need for improvements in research support services, whereas respondents from
the Faculty of Liberal Arts and Management Science, the campus office, and personnel with more years of
service emphasized the need for enhanced research promotion services. Regarding the guidelines for
improving service quality, the findings indicate that the quality of services provided by the research
administration should be enhanced in three key areas: research support, research promotion, and the

development of a research ecosystem, in order to align with the needs of service recipients.
Keywords: satisfaction, service quality improvement, research administration, KU CSC
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Table 1 Frequency and Percentage of Personal Characteristics
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ltem Frequency Percentage

Sex

Male 35 35.00

Female 65 65.00
Age (years)

20-30 5 5.00

31-40 14 14.00

41-50 74 74.00

More than 50 7 7.00
Education level

Below bachelor’s degree 2 2.00

Bachelor’s degree 38 38.00

Master’s degree 29 29.00

Doctoral degree (PhD) 31 31.00
Position

Academic staff 37 37.00

Administrative/support staff 63 63.00
Affiliation / Faculty

Faculty of Natural Resources and Agro-Industry 9 9.00

Faculty of Science and Engineering 16 16.00

Faculty of Liberal Arts and Management Sciences 17 17.00

Faculty of Public Health 3 3.00

Chalermphrakiat Campus Office, Sakon Nakhon Province 55 55.00
Work Experience

Less than 3 4.00

3-5 6.00

More than 5 90 90.00
Frequency of service usage

Once per week 9 9.00

2-3 times per week 11 11.00

Once per month 32 32.00

2-3 times per month 28 28.00

Never used service 20 20.00

310 Table 1 ngudsgsdiulngiunandgs (Sosaz 65.00) 91321319 41-50 U (Sewaz 74.00) 1Ty
yAansangatiuayuLazdigivnng (fesag 63.00) dindtnainewnaiunssiiesi Sminanaunas (Segas
55.00) 91891u1nn31 5 U (Fogag 90.00) §mSUTEAUNSANSIVRINAUAIDE1T aududulsn Ao seRuUSyyes
seiuUTyaen warseAuUSyqnln (Fovas 38.00 31.00 uay 29.00 mudwu) Tuduvesrudlunsléuing

nud ddlngledsening 1-3 asusieisienu (fegay 60.00)
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2. 5LAUAMUNINDTARBNITSUUINITIINIIUUSUITNISIVY

Table 2 Mean and Standard Deviation of Satisfaction Scores Regarding Research Administration Services,
Classified by Aspect

Aspect of research administration services — satisfaction level X
X S.D. Interpretation

Research support 3.84 0.89 High
Researcher development 3.81 0.92 High
Research promotion 3.70 0.93 High
Management/Administration 3.95 0.87 High
Communication and public relations needs 3.84 0.91 High

Sum 3.83 0.90 High

910 Table 2 lngnnsaungusiogdianuianelason1suuinisanneausmmMNdenazusnITivInig
ogluszuann Tnefidadewiniu 3.83 dudssuunasgrusiidu 0.90 WeRasanduunsesuvensuinig
wui anudusuusniiflinedvesazuuunimdfianelagean 1iua sunisudmsianis Mumsatuayunside
LazauANNeanislunsinfedeansuaznIsUSEIENTLS (X = 3.95, 3.84 uar 3.84 ALEIRU) L,Lazﬁaaﬁfjﬂﬁa
fumsdaeumsive (X = 3.70) definsanduunidunedevesnsuins wuin sededildrsuuunnufimels
gegnanududuusn oun 1) Wnihiiflanudednd gatn TruinslaglifinisSeniuauuu viedmeuuny 2)
wangaslunsudsmeveadmiig uagnmsuinisiiduding farwanm wag 3) msvsznduiusmaladyaiiie
(E-mail, Line, Facebook Lius) ludusedevesnisuims Aldazuuunuiisnelamanarusudy laun
1) yuganyumsiauenanInnstusinUsswaiismesianufons 2) sulssanadunisatiuayuyuaavyy
nIdeLigaeronUfienIs way 3) MsUssduiiusniaveiauseyduiug
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Table 3 Comparison Between Gender and Satisfaction Scores Regarding Research Administration Services

Satisfaction scores regarding research o ]
o ) ) Statistical analysis results
Personal factors administration services
X S.D. t-value p-value
Male 3.98 0.66 1.79 0.077
Sex
Female 3.73 0.72

Table 4 Comparison Between Personal Characteristics Factors and Satisfaction Scores Regarding Research

Administration Services

Personal characteristics factors and satisfaction scores regarding research
o ) ] F-test p-value
administration services (Factor * Response)
Age * Satisfaction score 1.83 0.15
Education level * Satisfaction score 0.79 0.53
Position * Satisfaction score 1.42 0.25
Affiliation/Faculty * Satisfaction score 2.45 0.05*
Work Experience * Satisfaction score 4.46 0.01*
Frequency of service usage * Satisfaction score 1.52 0.19

*p <.05
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910 Table 3 uay Table 4 wud Jadudnuaizdruyanaresnguiodisiimiadonzuuunufimelase
Ms3UUIMINnUUIMsMAdeunnssiussiidoddynisedansedu 05 loun Yadesudsin uaztaduony
9 wurAdadusume 01y seAUNIANYY fumis wazawAlunisluinag LinuanuuandnswesAade
avsuupuianeleegeiituddynisadniisesdu 05 Tasamzdadedume 99nm1513 3 wudn wiinaweasd
ﬂ'wLaﬁammﬁwahqaﬂ’jWL‘wwaja (3.98 wag 3.73 MudTL) uiANuAnEsFIng 1l fided Aynisadad
¥ .05

a

Table 5 Pairwise Comparison of Satisfaction Scores Based on Affiliation/Faculty Among the Sample Group

o NR SE LA PB CcoO
Affiliation/Faculty
X 3.72 4.19 3.51 4.29 3.79
NR 372 - 0.121 0.546 0.309 0.755
SE 4.19 - 0.008* 0.759 0.035%
LA 3.51 - 0.106 0.141
PB 4.29 - 0.200
CcoO 3.79 -
n <.05

Remark: NR= Faculty of Natural Resources and Agro-Industry; SE= Faculty of Science and Engineering
LA= Faculty of Liberal Arts and Management Sciences; PB= Faculty of Public Health
CO= Chalermphrakiat Campus Office, Sakon Nakhon Province

wansiisuiiisufuneguestiaduerganu wui nguiegisifiengautiosnin 3 U dungueinediefiil
919N 5 U fanadsazuuuanufielalunisiuuimsnnauuimsmideunnsiuseaidodfgma
afiffiszu 05 (Table 5) Insngusegafiflengnutiosnin 3 U fanadeauiianelasinniinguiedisiideng
susnnnd1 5 U Anadowiniu 4.78 wag 3.76 mudndu (Table 6) fuifu Yadedudafnuazorgauiinadenniu
uanssvessERUALfianelasion1siuuins Tnslamzngusedsiidsinnnsineimaniuazimnssumans uas
nquiiiongarutiosnin 3 U fiflszduanufianeloganinguduedietaiau Jaazvieufennuunaniisves
UszaunsaluazanumanisionishiusnisluldaznguySuuinis

Table 6 Pairwise Comparison of Satisfaction Scores Based on Work Experience Among the Sample Group

. Less than 3 3-5 More than 5
Work experience (year) _
X 4.78 4.00 3.76
Less than 3 4.78 - 0.095 0.001*
3-5 4.00 - 0.436
More than 5 3.76 -

*p <.05

Table 7 Average of Satisfaction Scores Each Item Based on Affiliation and Work Experience

Communication
Research | Researcher Research | Management/ .
ltems ] T ) and public Total

support | development | promotion | Administration )
relations needs

Affiliation / Faculty

NR 3.72 3.72 352 3.87 3.75 3.72
SE 4.07 4.07 4.16 4.32 4.14 4.19
LA 3.65 3.65 3.14 3.72 3.60 3.51
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Table 7 (Continued)

Communication
Research | Researcher Research | Management/ .
ltems ] T ) and public Total
support | development | promotion | Administration )
relations needs

Affiliation / Faculty

PB 4.33 4.33 4.33 4.48 3.92 4.29
CcoO 3.74 3.74 3.74 3.89 3.83 3.79
work experience (year)
Less than 3 4.63 4.81 4.79 4.86 4.81 4.78
3-5 4.11 4.00 3.67 4.35 3.83 4.00
More than 5 3.74 3.75 3.66 3.88 3.79 3.76

Remark: NR= Faculty of Natural Resources and Agro-Industry; SE= Faculty of Science and Engineering
LA= Faculty of Liberal Arts and Management Sciences; PB= Faculty of Public Health
CO= Chalermphrakiat Campus Office, Sakon Nakhon Province

910 Table 6 efinnsanUSsuiisuanuuaninvesAiadsnzuuuaufismeladenisiuuinisanau
UimsmAtuluned wuin nguiegaiidsinnuzingimaniuazimnssumanidanadonzuuuanufioela
fonsFUUINMsYRIUUIMIMAITeunnsstufuiidsianusfaumansuazinennisianis uasfidefnddnay
WP NVALRAUNTZAYIA JIinanauns g eltudANINEns Tnediaadswiiu 4.19, 3.51 wag 3.79 ALE

fatinguiogaiidataanyinemaniuayimnssmaniiiiueisnsuuuaufioneladesfigaludiunis
afuayuuide waziunsaiiainide vauzfidnasmhenuidiadsasiuunnuiisnelatesiignlusunns
dua3uuise (Table 7) esnnuidemdnermaniuazienssumanidnlngdunsvaaouazdaildine
Aoudnegs ualdsudnasndulumunmsuimsyuisenslfwuszanauilesuluisazdvesnasuimsnsitouas
UEnMFinmsBsdeuinedidn uazauddslumeinermaniuazimnssumansinisdndmuidowasnsatuayy
Frulassadsiiugiuannnd Snvisyaainsluanvidananadndanusidufesiifodmanemiodssndiides
o1feninensuaznsatuayuIInmhnuuImsmsiteesweios lusasfinuddsluamuuyvemansuas
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