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Abstract

The satisfaction of graduate student on the educational service using one-stop service system
provided by the branch office of Faculty of Graduate Studies (FGS), Mahidol University was evaluated
as one of the key indices for quality assurance and quality improvement of the service. The evaluation
was targeted on three aspects of satisfaction on 1) the service of e-registration and e-payment, 2) the
service assisted to complete the whole process of thesis/thematic paper for graduation, and 3) the
overall infrastructures, staff and environment provided at one-stop service branch office.

The target group using in this study are the master students from 3 different faculties that
acquire the service from branch office of FGS at Faculty of Science, Phayathai campus, which are the
master student from Faculty of Science, Faculty of Pharmacy and Faculty of Medicine at Ramathibodi
Hospital that registered to program in Academic year 2010.About 189 master students were sampling
from 3 faculties with appropriated proportion of the total population according to Taro Yamane
calculation. The satisfaction was assessed using the questionnaire with 5 different criteria from 1-5
level of satisfaction. The determination of satisfaction resultwas then determined using 5 different
ranges of giving score from less satisfaction (>1;<1.5) to highest satisfaction (>4.5 to5). The data set
was analyzed using percentage, average score and standard deviation (S.D.).

The result showed that most of the master students (51.85%) were satisfied with the e-
registration and e-payment service with average score at 3.97. The students from Faculty of Medicine
at Ramathibodi Hospital gave highest score of service satisfaction (4.24) follow with those from
Faculty of Science (3.89) and Faculty of Pharmacy (3.76), respectively. Considering on the evaluation
of the service assisted for process of thesis/thematic paper, the average score of overall is 3.64, where
the highest score of service satisfaction gained from students of Faculty of Medicine at Ramathibodi
Hospital (3.99) follow with Faculty of Science (3.7) and Faculty of Pharmacy (3.24). The similar
pattern of satisfaction score was observed when evaluate on the aspect of overall infrastructures, staff
and environment provided by one-stop service at FGS branch office. About 55.56% of sampling
population gave average score at 3.94 and the highest score came from Faculty of Medicine at
Ramathibodi Hospital (4.16) follow with Faculty of Science (4.02) and then Faculty of Pharmacy
(3.64). It was interestingly observed that the pattern of satisfaction score for the services that provided
by same branch office is depending on the affiliation of the student. Although the general satisfaction
score of student from Faculty of Pharmacy for FGS service was ranking at high level (3.76, 3.24, 3.64),
it was noted that these scores were lower than those given by other two comparative faculties that
located in Phayathai campus. This information is useful for further study on the internal and external
factors that may influence on the variations of individual prospective and satisfaction, which will be
benefit for quality improvement and standardization of the service.
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