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ABSTRACT

The study was conducted for comparison between expectation and
satisfaction of customers towards the registration system, in order to make
recommendations for service system improvement.

The research sample consisted of the practitioners in five Dharma courses,
a total of 500 practitioners. A questionnaire was constructed by the researcher as the
tool to gather data; analysis included descriptive statistics (percentages, arithmetic
means and standard deviations) whereas independent sample t-tests were employed in
testing correlation between two groups and F-tests (One way ANOVA) were applied
for testing differences of more than two groups, having statistical significance 0.05.

The results of this study revealed that the majority of customers at YBAT
expected to be able to complete the room reservation for practicing Dharma within 1
minute. Their expectations of the registration and reservation system were also high.
Moreover, they were highly satisfied with registration and room reservation completed
within 3 minutes.

Findings related to the hypothesis indicated that there were no differences
among customers at YBAT by gender, educational level, occupation, earlier practicing
of Dharma, or technology usage experience, in expectations concerning the
registration and room reservation system. The differences involved customers of
computer services for the INTERNET, E-MAIL, and using Digital and MP3 with
statistical significance (p< .05).

As for hypothesis results related to the customers’satisfaction, there were
no differences except by gender (p<.05).
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