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ABSTRACT

Modern facility and equipment improvement become one of the most important ways to enhance
students’ level of satisfaction. In order to enhance the level of satisfaction of the students who frequently uses
campus facility and equipment, it is imperative to choose which facility and equipment to improve from five
dimensions model. The five dimensions of services include tangibility, responsiveness, reliability, assurance, and
empathy. The objective of this study aims to conduct a classroom research to find out what should be standard of
modern facility and equipment improvement at campus in the perspectives of students at Suan Sunandha Rajabhat
University. The mixed of quantitative and qualitative research method was combined to obtain the insight
information, comments, opinions, and suggestions from the perspective of students. About 100 students was used
as sample groups for survey research. Approximately 20 students were randomly selected from freshman,
sophomore, junior, and senior students equally. An in-depth technique was utilized as the main research tools for
data collection.

The results from the study show that these five dimensions had a direct relationship with students’
satisfaction in terms of facility and equipment improvement. Even though students reported that there was a very
high level of satisfaction in these five dimensions of services. Of the five dimensions of service quality used for
this study, there were found to be statistically significant with p-value of less than 0.05. There were tangibility,
responsiveness, reliability, assurance, and empathy. There are many beneficial suggestions from students to
facility and equipment improvement which include university’s building, general service equipment, restrooms,
cafeteria, parking lots, and classrooms, library, and computer rooms. In fact, the majority of students suggest that
there should be a sincere way to gather formal feedback to identify what is going well in terms of facility and
equipment improvement.
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Introduction

To manage the higher education organizations effectively, facilities and equipment
upgraded and improvement are important and necessary for students, staff, and faculty
members. Facilities and equipment improvement are the main duties of Building Maintenance
Office which have the impacts to the level of satisfaction in terms of service quality providing
to students, staff, and faculty members. On the everyday business working, the basic
requirement of facilities and equipment may include the sufficiency of parking space,
cleanliness of building and its surrounding areas in campus, the availability of restrooms and
its cleanliness, the cool and working air conditionings around the campus, the working of hi-
speed WIFI, and the many other little things that may happen in the daily basis such as the
elevator is not working, the water is not running, and the electricity outages. It is important for
the Building Maintenance Office to response quickly and effectively. About 30,000 students,
staff, and faculty members rely on their services and quick response every day. However, it is
imperative that the Building Maintenance Office to understand the priority of their work and
doing it according to its important order and emergency level as well as to have a plan for
medium-term and long-term situations. One of the best ways is to survey the to obtain the
opinions, suggestions, and feedback from direct customers who are students, staff, and faculty
members. The researcher is interested in studying and investigating the topic of “Modern
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Facilities and Equipment Improvement”, a case study of Suan Sunandha Rajabhat University,
Bangkok, Thailand.

Methodology

The objective of this study aims to conduct a classroom research to find out what should
be standard of modern facility and equipment improvement at campus in the perspectives of
students at Suan Sunandha Rajabhat University. The mixed of quantitative and qualitative
research method was combined to obtain the insight information, comments, opinions, and
suggestions from the perspective of students. About 100 students was used as sample groups
for survey research. Approximately 20 students were randomly selected from freshman,
sophomore, junior, and senior students equally. An in-depth technique was utilized as the main
research tools for data collection. The results from the study show that these five dimensions
had a direct relationship with students’ satisfaction in terms of facility and equipment
improvement. Even though students reported that there was a very high level of satisfaction in
these five dimensions of services. Of the five dimensions of service quality used for this study,
there were found to be statistically significant with p-value of less than 0.05. There were
tangibility, responsiveness, reliability, assurance, and empathy.

Fig 1. Five Dimensions of Services
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Findings

The findings obtained from the study disclosed that these five dimensions had a direct
relationship with students’ satisfaction in terms of facility and equipment improvement. Even
though many participants reported that there was a very high level of satisfaction in these vital
five dimensions of services. Of the five dimensions of service quality used for this study, there
were found to be statistically significant with p-value of less than 0.05 which was a good news.
There five dimensions of services were tangibility, responsiveness, reliability, assurance, and
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empathy. There are many beneficial suggestions from students to facility and equipment
improvement which include university’s building, general service equipment, restrooms,
cafeteria, parking lots, and classrooms, library, and computer rooms. In fact, the majority of
students suggest that there should be an effective way to obtain feedback to identify what is
good progress in terms of facility and equipment improvement.

TABLE 1. IMPORTANCE OF FIVE DIMENSIONS OF SERVICE
Mean S.D. Rank

Factors

1. Assurance 3.98 0.84 1
2. Reliability 3.75 0.87 2
3. Responsiveness 3.55 0.79 3
4. Empathy 3.42 0.93 4
5. Tangibility 3.33 0.91 5

From table 1, the respondents had rated five important ranking of five dimensions of
services. First, the respondents rated “Assurance” as the number one of five dimensions of
services with a mean of 3.98 and standard deviation of 0.84. Second, the respondents rated
“Reliability” as the number two of five dimensions of services with a mean of 3.75 and standard
deviation of 0.87. Third, the respondents rated “Responsiveness” as the number three of five
dimensions of services with a mean of 3.55 and standard deviation of 0.79. Fourth, the
respondents rated “Empathy” as the number four of five dimensions of services with a mean
of 3.42 and standard deviation of 0.93. Finally, the respondents rated “Tangibility” as the
number five of five dimensions of services with a mean of 3.33 and standard deviation of 0.91.
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