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Abstract

Background and Aims: Internal services within a faculty play a crucial role in reflecting
the image and efficiency of the organization. The Office of the Dean, Faculty of Law,

Mahasarakham Rajabhat University, serves as a primary unit providing academic,
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administrative, and student development services to a diverse target group. Therefore,
it is necessary to assess the satisfaction of service recipients and explore strategies to
improve service delivery to ensure effectiveness. This study aimed to (1) evaluate the
satisfaction of service recipients and (2) examine strategies for developing the service
delivery model of the Office of the Dean in alignment with the needs and satisfaction of
service users.

Research Methodology: This study employed a qualitative research design. The
participants included 262 service recipients, selected through simple random sampling.
Data were collected using in-depth questionnaires, semi-structured interviews, and focus
group discussions. The collected data were then analyzed using content analysis to
identify key themes, strengths, and areas for improvement in service delivery.

Results: The findings indicated that, overall, service recipients were satisfied with the
services (mean = 4.26). The highest satisfaction was reported for staff performance and
service quality (mean = 4.29), while the process/procedure aspect received the lowest
satisfaction score (mean = 4.22). Key strengths identified included staff friendliness,
attentive service, and ease of access. Suggestions for improvement focused on
infrastructure issues, delays in service processes, and communication by some
instructors.

Conclusion: The study highlights appropriate strategies to enhance service delivery,
including the development of online services, staff skill training, infrastructure
improvement, and the establishment of a feedback system. These measures aim to
elevate the quality of services provided by the Office of the Dean in the future.

Keyword: Service satisfaction, Service delivery, Service model
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