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ABSTRACT

Abstract of special problem submitted to the Graduate School of Maejo University in
partial fulfiliment of the requirements for the degree of Master of Business

Administration in Business Administration

SATISFACTION WITH SERVICES IN HOSTEL AND CONFERENCE ROOM
OF UNISERV, CHIANGMAI UNIVERSITY
By
PHATCHARIN SUWANTHADA
NOVEMBER 1999

Chairman: Assistant Professor Choosak Jantanopsiri
Department/Faculty : Department of Agricultural Business Administration and Marketing.

Faculty of Agricultural Business

The purposes of this research were to examine 1) satisfaction with
services in the hostel and the conference room of Uniserv, Chiangmai University in
association with customers’ personal and socioeconomic backgrounds i.e. sex, age,
career, income and education; and 2) problems conceming services in the hostel and
the conference room of Uniserv, Chiangmai University. The data were collected by
means of questionnaires pretested for validity and reliability from 244 customers of the
hostel and the conference room in November 1998 and analyzed with the use of the

SPSS/PC. The findings were as follows:

Most of the customers had a moderate level of satisfaction with the
services of both the hostel and the conference room of Uniserv, Chiangmai University.
Their career and education were correlated with their level of satisfaction but sex, age

and income were not significantly correlated with their level of satisfaction.

The customers’ critical problems conceming services of the hostel and the
conference room were insufficient parking lots and no shade for the cars; insufficient

decoration, lighting, the problems of facilities and audio-visual aids in the hostel and the
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conference room; personnel without eagemess to provide services; and time-consuming

baggage transportation.

Uniserv should examine the customers' needs and prepare budgets to
improve the services such as extending parking lots, providing shade for cars,
improving facilities and lighting in the hostel and conference room, and providing
training to employees and personnel to be ready and eager to provide services as well
as to prepare Uniserv for the non-govemment system and to be able to compete with

private businesses in the future,
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(REVIEW OF RELATED LITERATURE)
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; 1 s o o [y @ o -
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unudraseng@nssuguilne (Model of consumer behavior)(Kotier, P.
1997 : 171 -199)
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=~ P o | LY a P

ANNTANEN LN BRIFIA8Y maammwmmnugu{[nﬂ aaluen TN 1

A A s LI =)
a1 1 dowdeauieniuguilon

A10N ATAOY
lnsRadriasie HnvounTaswIagne
asagonzls eQLVECENTE
vluasnade Januwasd
lnsfidrwAnaaslumida g \Aeadasvidonsfing
anngonesly 58mslunsde
asadaiiela Tomalunsdle
anedadla Ta9n M I9Rdvne

A3 : Kotler P. (1997 : 171)
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a o’ . ' a aw
PINANBUSVBINTE (consumer's characteristic) eiiuidleviny 4

1. UadumITauTITd (culture)

2. 19NN (social)

3. fladbEuynas (personal)

4. {adumedeine (psychological)

L ) Qr A‘ s
vodunwiamstw use Uadunadan duddmueiugu dwi
. =) d £y O L L i
ATUGBINTS uazWnAnITurasynas Sevauwanisidy ldtnualivinsfinmlungy
A4 ™ o8 o - & [ i
tszpnsndanundreafony wiledurisesfingn
[ ) @ o A a a
ilhdudmyaaa T9ldun a1y 013w mold 5885a wezynainnw du
. d o da \ a o o . . w da
davuandny Ninadenn@nmruniiuilnn  Teresinsdadedunduannny  uss
NRADTZAUAINRIND]Y
7] o A = [ Y] 3 q . - -
hanamdainet fsldund magsle (motivation) n35uf (perception) ms
Jou (leaming) Anudle (beliefs) uaz Vieuad (attitude) vzfinuszifuadon uae
fimanszny Wnnd@nssumsvilon sssudszynnauanedisii wie luyansnudoans
1 Q! £ [ A ] Qe et
fmantauandranuld  luddszaonumsel  wasiimhuandrani  wAUAURINE1
InmIlduinsdasin uazaslsgusuaw sslinadensdaiuloluauwing

Fuaourainszummidadulonas ﬁ’ﬁu (the stage of the buying
decision process) (Kotler, P., 1997 : 189 — 199)
fmFunszurumsdaiulevesguilog exenaudin 5 sumen teur
1. mﬁuj’ﬂrum (problem recognition)
2. msnwwdoys (information search)
3. mydszfumaian (evaluation of altemative)
4. mInaEwle (purchase decision)
5

a o & X
WONANTTURRINTTS (postpurchase behavior)
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fltym (problem) %§an1MudiINT (need) V0INK AWFBININININONNIZAU 1den
viamelu (intemal) UsenBUAN (extemal) 'l,umtﬁgu‘ﬂmmn@haﬁu szdpadnantihyse
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709 Sznpimuadszluml (benefity AldanuEasmel deufiay vzusInbas e
nq‘waaqmé’nvw (bundle of attributes) Aundusunntizlom! Aaavsuss
anudasnasduilneld Tagocldnzuuugmanse un:ﬁaaﬁwwﬁnuﬁa:qmﬁhygg
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EE‘U%IJ‘IF\

Tuduwasdinuasiasdszgusuam Bty fewamindes maninsh
ANUREAIN FLN8 tumIRn denufienends Woalsgusuam  AmaNInaeUaues
Yondrzaidvaimatgule wé’ammfu;j’uﬁmﬁa:ﬁmzm qmé’nwmﬁuq Gyl
Winivseivle menerudms sy Simalvnzuun MRZA MUY IUARZA RN
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nidndnlede (purchase decision) Hutueeuiduilng sxliananile

& , , . e a & a v da \ v
I8 (intention to buy) WeNaUVILLNANITYD pefidetuNlNanTINy denIAaEuwlavDd
"o L - = P N e d d = ]
Huilne leun viaunduasnudue (attitude of others) 1w AsaUAT) (WD TIanalinaee

Ly ¥ g . . _—
AMUNalega wananionailgnuniyalfilimefa (unanticipated situational factor) L3u
v a o 4 d w a d 9 | o o o
Qm'ﬂnﬂmsjgnﬁ’mmlmﬂauuuﬂaoﬂwn wiaNUigusuuwIoanIENunL - §9819
a w o \ = o
iaoniespsne g Idannane wow mstUfountasiwivdszann Judu

wqﬁmwwﬁam‘:ﬁa (postpurchase behavior) WRI9INM T8 Hulne
azflsmauman] (experience) @enaflumnuRiwele (satisfaction) wIolaiRanele
(dissatisfaction) @sanaralifeniilnedy fafiennudasms uszerevenns
anuRanale wiolinmwele lﬁ'ﬁuqﬂﬂaﬁuﬂﬂuﬁm Jaerszeunisniwneg o ez
Wian1mIoui (feaming) naolunnudo (beliefs) ussrieund (attitude) dafudnda
1imy ww guilnaldanlduinmsfanin usssdseguduaw vasdhinuimyizinig
wiadnudsrivleluims Aflamadesanldusmadianiulemedoly Sadlumind
yosinnsase Adasdumiinimsle fevnlwiAennurowele uﬁvju’%‘[nmmnﬁqa
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n1Iaiwlovesfuilna (consumers decision) (Kotler, P., 1997 : 172)
misafulsvesduilnadznaudae
&) F= Qo I'4 o o} = d (") s (™
1. mafanufaimel : fezflunafanfivn ussvisdszyusiuuw
-4 £ o 'Y = o @ Y [ o
2. MAURANEMARAT : a2 lUudmaBenamEud nIdudaInn
uas W sL TR NAW @%‘[nmsmﬁ'am:ﬁwﬁ (leaming) uszAnzUANUANG (loyalty)
¥ acd [ d [ - [ s et o Lt
do gflWuImIaafienawis (expectation) ludwinswn ussWasdwgusuaw fiaxd
a w ad LY f ' a [ 0 P )
szauvaInNNANGNesu lopsulngsziinnuanddesmuf wiasomiu
-y k a a = L -3 Y]
3. mudendyin : xdiinpaidudernuamiud
= J o L 1 G ;
4. vanlwmyde : Tumsfiodszinnit duilnesulngdneztmuaiinde
L) L3 o A =3 J
1ii29mh enuaudasmInfietin
= L - Y t =3 - W A
5. Ymn1fie : duilnneldvilnadiuanuduiiu duilnanteaud
o AI ") [ = 1 =1 i [ d = L z = = ! o
eUilnadasiniiusmiinden denminniedu dmudrwiumsuslne Sstunudruan
L2 - Qe o L= ; 1 Qe =
duilnn  swiudosdseyuduamwn fesduagiviondesd  ussiimavesmIvizgy
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UUUSIREIAMNINUINTT (service - quality model) (Kotler, P., 1997:476)
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NTOUUNIAA M TIDY

{Conceptual Framework)

mnmvﬁunm‘maawqﬁmmg‘fu‘ﬂm (Kotler, P., 1997 : 171-199) Wy
Tadpduarsgfiounsdiny ldud wa ey odw Teld wsemistinen (Tuiledy
§IAA8  (personal factor) Hlwslumarhmuednuuzvesuilng  unsligniwelu
NIARAN NUFBINIRLANENITW NNUWIRAYBILINY  usnzngupeilaNNdBINT
Auanenetu Sadumsantouenuesld s limaniodauims Aesusuadldoend
UeFnsmw

PMNENEUzANNFNNRTAINE?  mantndhandswiuntevuwifalums
59uldasnng 6

Aquleru Aaualsana
Independent variables LDependent variable
1. el
[\ srduanuAonale
2. 01y : -y |
v lTuImIne
3. 013N Y .
3 MIlFUIn T iaaRn
4. Twla ‘ol p
narosls WMWY
5. n13AnwA . il

Ze :
nnfl 6 nTauunIRAlwATISE

ANNAGIBNITIVN

{Research Hypothesis)

saunnudmelevesfuilng  demslduinmsiasin uszdperleega
FULWY BANAUANEIT IR B EIRYAND leun e g andn Twld msAnm
va9ilFLInT
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(RESEARCH METHODOLOGY)

anwigiwn 35y
{Locale of the Study)

FNNUIMAmnay W inensudoslny Ssniadulng

dszgnsuaznsdudotng

{Population and Sampling Procedures)

Usmnnizasmyisua T e pj‘mlﬁ’u‘im:ﬁ‘aeﬁn R BRMNEES TLEEUY
YIS iTIms awiingndeidosing lusrsdeungadnien 2541 Gamedneed
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Fuf 19 qan 2541 BasdUnLInsiTnms aninensuieo sl

NEUFIBENIUREM THUAIBE Smstvusswasiaslyd
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2. nguganlduimaesUrguduum Tutadeungadniem 2541 fdaes
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A o ) A 1 o o G
179N 2 QWH’JHHQ&IQ’JDU’HﬂlﬂNHWTJ%U

nsg'aaﬁ d'lmuggﬁ'muﬁ’wm (") d'lmunsgm‘m"mma
1 80 40
2 200 98
3 80 40
4 40 18
733 400 196

4 =
1 ‘].“IQ.,I’ITSJ FiIFzaN@ (2535 : 40)

rl - 1 o
LATDIUD LRI

(Instrument of the Study)

. . - A a « - o
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0 a @ o ™

AU 1 mayam'lﬂmaawauuwaaumu

¥ A F-1| (=3 -5 A

Fawit 2 aRawalalunsiguInavaInn

1 A LY - e
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