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Abstract

The research aims were (1) to study expectation and satisfaction of

customers on services of the center for educational services, (2) to compare

between expectation and satisfaction of customers on services of the center
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for educational services, and (3) to study the relationship between the expectation
and satisfaction of customers on services of the center for educational
services as divided by customer groups. The population were 291 staff and
2,293 students of Suranaree University of Technology. Staff were sampled
using stratified random sampling whereas student sample was all student
population. The tool for data collection was a questionnaire. The expectation
questionnaire reliability of customers was .988 and the satisfaction questionnaire
reliability of customers was .967. Staff data collection was via the university
post whereas student data collection was via online system. The data were
analyzed using frequency, percentage, average, standard deviation. Statistics
used to test the differences were Independent-Samples t-test

The results showed that;

1. The customers had expectation and satisfaction on all services of the
center for educational services at a very good level and that customers had
expectation on service quality rather than those of other services. In addition,
the customers had satisfaction on support facilities/technology rather than those
of other services.

2. Expectation and satisfaction of staff and students were significantly
different at p < .01. When considered in each category, it was found that
students had higher expectation on all services of the center for educational
services than those of staff significantly (p < .01). However, students had
lower satisfaction on all services, except for support facilities/technology, of
the center for educational services than those of staff significantly (p < .01).

3. The expectation and satisfaction of customers on all services of the
center for educational services as divided by customer groups had a significant

relationship at p < .01.

Keywords: expectation, satisfaction, services, the center or educational services
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