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Abstract

There are four objectives in this study: (1) to study demographic characteristics of customers
of Corporate Communication and International Relations Affairs, the Faculty of Engineering, Mahidol
University, (2) to study the information of using services of Corporate Communication and International
Relations Affairs, (3) to compare the expectations and satisfactions of service users of the Corporate
Communication and International Relations Affairs, and (4) assess the level of importance and
performance using Importance Performance Analysis (IPA) technique to analyze the priorities for
improving the services. The data were collected from 172 samples using statistics such as percentage,
mean,and coefficient of variation. The researchers compared the expectations and satisfactions by using
Paired Sample T-test with statistical significance at the 0.05 level. The assessment of the level of
importance and performance using IPA technique showed that the overall average expectation scores
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(4.32) were at a high level. However, the overall average of satisfaction scores (3.69) were lower than
the expectation scores. The researchers used IPA technique in each dimension, the result showed that
dimensions of the service process, the service quality, and the location, materials, and facilities were in
Quadrant 1. All dimensions were important attributes to get the highest attention and to speed up an
improvement. As for the dimensions of officers, there were six attributes in Quadrant 1 and two attributes
in Quadrant 2, meaning that the organization is currently performing well. No needs to allocate resources
for improvement. The researchers offered the recommendations and guidelines for further improvement
of Corporate Communication and International Relations Affairs.

Keywords: expectation, satisfaction, service, Importance Performance Analysis
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