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ABSTRACT

The objective of the study on satisfactory level in the service of Thailand Science
Park Convention Center(TSPCC) is to raise the satisfactory level between two groups of
organizer. The qualitative tool is applied to collect any information regarding actual problems of
service in order to find the root cause of the problem. Furthermore, both of staff and customer
have a chance to participate in finding and solving the problem in this study.

The averaged-score of the satisfactory level between two groups of 33 persons from
NSTDA and 26 persons from ex-NSTDA. Generally, they have an agreement among each other
with the averaged-score in item of cleanness at 4.36 points. As for the item of service, the score of
the fastness in the service of multimedia officer is 3.74 points. Additionally, in the consideration
of each group of organizer, it can be seen that the averaged-score of organizer coming from the
unit of NSTDA. is higher than the organizer coming from the unit of ex-NSTDA

The qualitative tools used for collecting the problem. Check sheet which is applied to
the actual problem in the operation. The technique of Pareto Diagram is used to clarify the level
of significant problem. The method of course and effect diagram is also applied to reveal the root
of the problem which can obtain by the method of brainstorming among the service operators.
The results indicate that the root cause of delay in service of operator is the working procedures
which are not standardized. This can influence to other problems and the satisfactory level of the

service in TSPCC. This study can continue to develop for making contribution to the TSPCC
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Case Processing Summary

70

Cases
Included Excluded Total
N Percent N Percent N Percent
Venue * Under_NSTDA 56 94.9% 3 5.1% 59 100.0%
Transportation *
Under NSTDA 58 98.3% 1 1.7% 59 100.0%
Car_parking *
Under NSTDA 57 96.6% 2 3.4% 59 100.0%
Event_area *
Under NSTDA 58 98.3% 1 1.7% 59 100.0%
Restroom *
Under NSTDA 57 96.6% 2 3.4% 59 100.0%
Cleanliness_Area *
Under NSTDA 58 98.3% 1 1.7% 59 100.0%
Report
Under_ Transporta Cleanliness
NSTDA Venue tion Car_parking | Event area | Restroom _Area
Yes Mean 3.9688 3.6563 3.9677 3.9688 4.0938 4.3030
N 32 32 31 32 32 33
o 40035 82733 60464 59484 68906 63663
eviation
No Mean 4.2917 3.7692 4.1538 4.3077 4.4000 4.3600
N 24 26 26 26 25 25
gtd'. . .55003 .81524 .61269 47068 .50000 .56862
eviation
Total Mean 4.1071 3.7069 4.0526 4.1207 4.2281 4.3276
N 56 58 57 58 57 58
gtd'. . 49281 81668 61007 56437 62728 60373
eviation
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Case Processing Summary

71

Cases
Included Excluded Total
N Percent N Percent N Percent
Meeting_Equipment *
Under NSTDA 54 91.5% 5 8.5% 59 100.0%
Cleanliness_Equip *
Under NSTDA 54 91.5% 5 8.5% 59 100.0%
Equipment_Number *
Under_NSTDA 55 93.2% 4 6.8% 59 100.0%
AV_Equipment *
Under_NSTDA 54 91.5% 5 8.5% 59 100.0%
Report
Meeting_Equip | Cleanliness_Eq | Equipment_Nu | AV_Equipme
Under NSTDA ment uip mber nt
Yes Mean 4.0645 4.0000 3.8438 3.9677
N 31 31 32 31
Std. Deviation 57361 .51640 .84660 .60464
No Mean 4.2609 4.3478 4.0870 42174
N 23 23 23 23
Std. Deviation 61919 57277 .66831 51843
Total Mean 4.1481 4.1481 3.9455 4.0741
N 54 54 55 54
Std. Deviation 59582 .56326 .77980 57796
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Case Processing Summary

72

Cases
Included Excluded Total
N Percent N Percent N Percent
Service_manner * o o .
Under NSTDA 59 100.0% 0 .0% 59 100.0%
Sercice_attention * o o o
Under NSTDA 59 100.0% 0 .0% 59 100.0%
Service_speediness * o o o
Under NSTDA 55 93.2% 4 6.8% 59 100.0%
AV_manner * o o o
Under_NSTDA 57 96.6% 2 3.4% 59 100.0%
AV_attention * A . o
Under_NSTDA 57 96.6% 2 3.4% 59 100.0%
AV_speediness * ) A o
Under_NSTDA 57 96.6% 2 3.4% 59 100.0%
Report

Under_ Service_ Sercice Service_ AV_ AV AV_
NSTDA manner | attention | speediness | manner | attention speediness
Yes Mean 4.2121 4.1515 3.9688 | 3.8182 3.7576 3.7576

N 33 33 32 33 33 33

Std. 50087 | 50752 64680 | 72692 | 61392 75126

Deviation
No Mean 4.3846 4.3462 41739 | 4.1667 4.0417 3.7917

N 26 26 23 24 24 24

Std'. . 57110 .62880 57621 .70196 .62409 .72106

Deviation
Total Mean 4.2881 4.2373 4.0545 | 3.9649 3.8772 3.7719

N 59 59 55 57 57 57

Std. 58871 56748 62118 | 73107 | 62878 73235

Deviation
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Case Processing Summary

73

Cases
Included Excluded Total
N Percent N Percent N Percent
FB_cleanliness *
Under NSTDA 58 98.3% 1 1.7% 59 100.0%
FB_quality *
Under NSTDA 57 96.6% 2 3.4% 59 100.0%
FB taste *
Under NSTDA 58 98.3% 1 1.7% 59 100.0%
FB_staff_manner *
Under NSTDA 54 91.5% 5 8.5% 59 100.0%
FB_value_for_money
* Under_NSTDA 52 88.1% 7 11.9% 59 100.0%
Report
FB_cleanlines FB_staff | FB_value_for_
Under NSTDA s FB quality | FB taste manner money
Yes Mean 4.1875 4.0000 3.8125 4.1613 3.9667
N 32 31 32 31 30
Std. Deviation .73780 .73030 .69270 .58291 61495
No Mean 4.3846 4.3462 4.3846 4.3478 4.0909
N 26 26 26 23 22
Std. Deviation 49614 48516 49614 57277 61016
Total Mean 4.2759 4.1579 4.0690 4.2407 4.0192
N 58 57 58 54 52
Std. Deviation .64327 .64889 67179 .58067 .61006
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