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~ ABSTRACT
236028
The research on “The Real Condition and the Expectation of Users of Research and
Development Institute” is with the objectives to study the real condition and the expectation of
Research and Development Institute’s services and to compare the real condition and the
expectation of Research and Development Institute’s services in five areas: equally service, in-
time service, adequately service, consistently service, and progressive service, classified by
customers’ status, educational background, organization, and work experience. Population and
sampling target group in this study are clients both inside and outside the university at the amount
of totally 250 persons while returned questionnaires is from 242 persons counting 96.8% of the
whole target group. The tool of data collection is questionnaire which has significance at 0.92
while statistics using in data analysis are frequency, percentage, mean, standard deviation, one-
way ANOVA, and comparison on the paired samples differences of LSD and t-test type
Paired-samples t-test.
It is found from the research as follows.
1. Most consumers are with teaching line (Line A), followed by academic supportive
line (Line B and C) and graduated students of Master’s, Doctor’s and Bachelor’s
Degree consequently in house of faculties/graduate school, followed by
Bureaw/Institute and outside organizations. In addition, most of consumers have
more than 20 years work experience, followed by 10-20 years, and 10 years lower.
2. Clients have point of view on the real condition of Research and Development
Institute’s services at the level of “high”. The area that has highest average is
progressive service and the lowest is adequate service. In the aspect of the
expectation of users of Research and Development Institute’s services, it is found
that customers have rated wholly and individually area at the “high” level with the
highest mean of consistently service and the lowest mean of adequately service.
3. The comparison of customers’ view point on the real condition of Research and

Development Institute’s services

C))
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3.1 The customers of different status have different point of view on the rcal
condition of Research and Development Institute’s services, as a whole, and in
the area of consistently service as well as of progressive service with
statistically significance at level 0.05.

3.2 The customers of different educational degree have no difterent point of view
on the real condition of Research and Development Institute’s services as a
whole or as of each area.

3.3 The customers of different organization have no different point of view on the
real condition of Research and Development Institute’s services as a whole or
as of each area.

3.4 The customers of different work experience have different point of view on the
real condition of Research and Development Institute’s services as a whole in
the area of in-time service, consistently service, and progressive service, with
statistically significance at level 0.05.

The comparison of expectation on Research and Development Institute’s services

according to the consumers’ status, educational degree, organization, and work

experience found, as a whole and as of each area, no difference.

The comparison of expectation and the consumers’ point of view on the real

condition of Research and Development Institute’s services found that the

consumers have differ significantly at level 0.05 on their expectation and point of

view on the real condition of Research and Development Institute’s ser'vices, as a

whole or of each area. It is that the consumers mostly need to have substitute officer

with same capability to provide service in case of the permanent officer’s absence,
subsequently with the capability in answering on the progress of questioned matters

at all time, lunch time service, and providing orderly service with queuing.
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