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Abstract

This research was a quantitative research aimed to 1) examine the level of student
satisfaction with services provided by internal university units, and 2) compare satisfaction levels
classified by gender, field of study, and year level. The sample consisted of 344 undergraduate
students from years 2 to 4. The research instrument demonstrated content validity (Index of Item-
Objective Congruence = 0.89) and high reliability (Cronbach’s alpha = 0.932). Data were analyzed
using descriptive statistics (percentage, mean, and standard deviation) and inferential statistics
(t-test and One-way ANOVA).

The findings indicated that students had a high level of satisfaction with the overall and
dimensional aspects of service operation processes, with the highest satisfaction reported for
facilities and physical environments. Comparative analysis showed significant differences in
satisfaction by gender, while no significant differences were found across fields of study or year
levels. Based on the research results, recommendations include enhancing service standards to
meet diverse student needs, strengthening staff competencies in communication and proactive
service delivery, and improving physical environments to enhance service accessibility, thereby
elevating the student experience and reinforcing the university’s institutional image.

Keywords: Satisfaction, Service Operations Process, Maejo University-Chumphon
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