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Improving the quality of student services, the Student Affairs Office
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Abstract

The objective of this research is (1) to develop measurement for service satisfaction of
student affairs office in a prominent university. And (2) to demonstrate guideline for service
improvement. In order to develop tool for evaluate service satisfaction of student affairs office 336
undergraduates were purposive sampled. The research instruments were (1) the semi-structured
interview, (2) the recorded documents from focus group about student’s expectation and (3) the
service satisfaction of student affairs office measurement. This measure was divided in 2 parts:
5- Likert Scales and Gap analysis.

The student’s service satisfaction of 5 units in student affair office: (1) scholarship units
(2) university policy regulation units (3) student welfare units (4) student activity units and (5)
student volunteer units were demonstrated as follow. The research results showed that the
respondents' satisfaction in all five departments had the highest score on the overall service
expectations, but the overall service quality assessment was at a high level. After the gap analysis
in the serviceability of the most negative aspects, the result was divided in 6 aspects.
(1) Communication aspect from the scholarship department in area of information accessibility
through social network; Facebook page and Line official had -0.29 Gap Score. (2) Service providing
competency from the scholarship department in area of advice and suggestion providing had -0.19
Gap Score. (3) Hospitality from the scholarship department in area of friendly and hospitable
readiness to provide service had -0.24 Gap Score. (4) Confidence and trust from the student activity
department in area of understandable format and document had -0.38 Gap Score. (5) Responding
from the student activity department in area of clear and useful suggestion providing had -0.22 Gap
Score. (6) Satisfaction from the scholarship department in area of overall service satisfaction had -
0.20 Gap Score. 6 indicated Guidelines for service improvement developed from a focus group of
executives in student affair office, the previous gap analysis data and the prioritization of total 15

recommendations were (1) Communication skill training (2) Job position revision for service
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providing capacity (3) Personality and mood management training for hospitality (4) Proceeding (5)
Coaching to meet student need (6) Service evaluation for service improvement.

Keywords: Quality improvement and Guidelines for service improvement.
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