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Abstract

This survey research, integrating quantitative and qualitative data, aimed to examine service recipients'
satisfaction with the official document issuance service supporting graduate students' thesis work at Sakon Nakhon
Rajabhat University, and propose guidelines for developing this service. The sample comprised 359 service
recipients in academic year 2025, drawn from a population of 902 (a response rate of 39.8%), including graduate
students, administrators, faculty, staff, and the general public. The research instrument was a five-point rating scale
satisfaction questionnaire covering four aspects. Quantitative data were analyzed using frequency, percentage,
mean (X), and standard deviation (S.D.), while qualitative data from open-ended responses were analyzed using
content analysis.

The findings revealed that overall satisfaction was at the highest level (X = 4.80, S.D. = 0.24). Among the
individual aspects, the service personnel aspect obtained the highest mean (X = 4.84), with the highest-rated item
being courteous and hospitable service (X = 4.87), followed by the service quality aspect (X = 4.80) and the
facilities aspect (X = 4.78), respectively. The service process and procedure aspect received the lowest mean (X
= 4.75), with the lowest-rated item being the communication and dissemination of service procedures (X = 4.72).
All aspect means fell within a narrow 0.09-0.12 range, indicating a ceiling effect that warrants cautious interpretation
of the differences among.

Regarding development guidelines, emphasis should be placed on enhancing the communication and
dissemination of service procedures to be clear and easily accessible, together with developing an electronic
service (E-Service) system for online request submission and status tracking, and an electronic document (E-
Document) system for retrospective retrieval. These measures would reduce staff workload and elevate service
quality in line with the digital context.

Keywords: Service Satisfaction, Official Documents, Thesis Work, Graduate Studies, Graduate School
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