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Abstract

This research was aimed to study and compare the customers’ expectation levels of and satisfaction
levels with academic business services of Suan Dusit Rajabhat University. The comparisons were based upon
the customer s gender, age, occupation, and income. The survey research method was conducted with the sample
of 400 customers who came to use the academic business services of Suan Dusit Rajabhat University. The
employed data collecting instrument was a 5-scale rating questionnaire. Statistics employed for data analysis
were the frequency, percentage, mean, standard deviation, t-test, one-way ANOVA, and Scheffé’s method for
matched pair comparison.

Research findings showed that (1) the customers  overall expectation of and satisfaction with the
services of the Multi-Purpose Building Project (Suan Dusit Place Hotel) were at the high level; when each
marketing mix factor was considered, it was found that the factor of price received the top rating mean,
followed by the factors of employee,s service, products and services, and place respectively; and (2) the customers’
overall expectation of the services of the Fitness Center Project was at the high level; when each marketing mix
factor was considered, it was found that the factor of price received the top rating mean, followed by the
factors of products and services, employee,s service, and place respectively; as for the customers  overall
satisfaction with academic business services, it was found that their overall satisfaction was at the high level;
when each marketing mix factor was considered, it was found that the factor of price received the top rating
mean, followed by the factors of employee’s service, products and services, and place respectively.

Hypothesis testing results indicated that Suan Dusit Place Hotel customers with different genders, ages,
occupations, monthly incomes, and service usages did not significantly differ in their expectation levels; while
customers with different genders, ages, occupations, monthly incomes, and service usages differed significantly
at the .05 level in their satisfaction levels with the services. As for customers of the Fitness Center Project,
those with different genders, ages, occupations, and service usages did not differ significantly in their
expectation levels; while significant difference at the .05 level was found in the expectation levels of customers
with different monthly incomes; on the other hand, customers with different genders, ages, occupations, monthly

incomes, and service usages did not differ significantly in their satisfaction levels.

ﬁ1°1ﬁ’q; D ANNMIANIN (Expectation), ANuanels (Satisfaction), @,ﬂfsﬁ (Clients), mi‘}ﬁmﬁﬁ.ﬁﬁ%ﬁ“mm%‘

(Academic Business Service)
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