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Independent Study Title Expectation and Satisfaction towards Service Quality of

Registration and Student Affairs of Faculty of Mass Communication
Technology, Rajamangala University of Technology Thanyaburi
Name - Surname Miss Chomnard Muangkaew
Major Subject General Management
Independent Study Advisor  Associate Professor Suwimol Manjing, M.B.A.

Academic Year 2012

ABSTRACT

The independent study was conducted to examine the expectation and satisfaction towards
the service quality of registration and student affairs of the Faculty of Mass Communication
Technology, Rajamangala University of Technology Thanyaburi. The sample used in the study
consisted of 500 students of the Faculty of Mass Communication Technology, Rajamangala University
of Technology Thanyaburi. The statistics applied for data analysis comprised Percentage, Means,
Standard Deviation, Independent Samples t-test, One-way ANOVA, Least Significant Difference, and
Pearson Correlation Coefficient.

The results of study showed that the majority of the respondents were female, third-year
students of full-time 4-year program in Radio and Television Broadcasting Technology, and used the
services of student affairs and registration 1-2 times per month. The overall expectation and
satisfaction on the services of student affairs and registration was at a moderate level. Regarding the
student affairs services, the respondents had the most expectation on empathy, and had the most
satisfaction in reliability. Concerning the registration services, the respondents had the most
expectation on responsiveness, and had the most satisfaction in tangibles.

The results of hypothesis testing of the student affairs services showed that the students
with different program of study had differences in expectation, and the students with different years of
study had differences in satisfaction. As regards the registration services, it was found that the students
with different year of study and program of study had differences in expectation, and differences in
gender, program of study, and field of study had differences in satisfaction. The results of relationship
testing revealed that the expectation had no correlation with the satisfaction. However, the study
demonstrated that the expectation and satisfaction on the registration services had low correlation with
empathy. The study on the comparison of satisfaction and expectation on the services of student affairs
and registration indicated no significant differences.

Keywords: Satisfaction, Service quality, Registration student, Student affairs
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