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Abstract

The study of guidelines for service quality development of the Human Resource
Management Division, Chiang Mai University aimed to 1) study service quality of the Human
Resource Management Division, from the perspective of employees whose work are related to
human resource management services 2) study satisfaction in university officers working in
human management related fields, who receive services from Human Resource Management
Division 3) study quality related factors of Human Resource Management Division services
that affect the satisfaction in university officers working in human management related fields,
who receive services from the division. 4) survey guidelines for improving service quality from
Human Resource Management Division to make it align with university employees’ needs.
This is quantitative research using questionnaire as a tool to collect data from 128 employees
who work in 45 university units, both in university office and other faculties, working in human
management fields. And the reliability tool was calculated using Cronbach’s alpha coefficient
which was 0.86. The statistics used in the study were frequency, percentage, average, and
standard deviation. And statistic used for hypothesis test was Multiple Linear Regression.

The results were found that 1) the quality in providing services by the Human Resource
Management Division, University Office, Chiang Mai University was in high level. The order
can be arranged from highest to lowest as follows; responsiveness, assurance, empathy,
reliability, and tangibility, respectively. 2) the level of satisfaction from university officers
working in human management related fields towards services provided by Human Resource
Management Division was high. The order can be arranged from highest to lowest as follows,
progressive service, equitable service, ample service, continuous service, and timely service.
3) quality factors that affect university employees’ satisfaction with 0.05 statistical significance
are assurance and empathy. And 4) the suggestions are to provide services using electronic
system, develop service process, and improve personnel to be experts, respectively.

Keywords: University Employee; University Employee Working in Human Resource Fields;
Unit; Service Quality; Satisfaction
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