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3.1ก(1) การรับฟังผู้เรียนและลูกค้ากลุ่ม  ่ น





Voice of Customer Methods



Voice of Customer Methods



Voice of Customer Methods



Customer Immediate Feedback Methods



3.1ข (2) การก าหนดหลกัสูตร และบริการ



3.2ก(1) การสร้าง และจัดการความสัมพนัธ์
กบัผู้เรียนและลูกค้ากลุ่ม  ่ น
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Four ways to improve alumni engagement

1. Use social media

2. Develop an ambassador program

3. Give back

4. Listen to alumni



Use social media

Social media helps keep in regular contact with alumni network for starting 
conversations, sharing inspiring content and showcasing alumni’s 
achievements to the wider world. For example

• Share photos of notable alumni on Instagram to inspire potential and 
current students

• Post messages on Twitter that encourage a response from former 
students. For instance, encourage alumni to send their graduation 
memories and images and retweet the best

• Post careers resources and relevant jobs to social media platforms. The 
resources should be genuinely useful for alumni who have recently 
graduated or are changing careers work.

• Create alumni groups on LinkedIn by department or individual program ; 
graduation year; location of alumni residence; university societies or other 
extracurricular interests.



Develop an ambassador program

• Former students can act as an alumni contact during the recruitment 
process and speaking to prospective applicants.

• Other activities include providing testimonials for the university’s 
website and attending recruitment events and fairs to promote your 
institution based on their first-hand experience.



Give back

• Alumni events provide a great way for former students to reconnect.

• Some universities provide continued learning programs where alumni 
take one to two courses with their university for continued exposure 
and training. 

• Other institutions offer hotel discounts in regions where a large group 
of alumni are located.



Listen to the alumni

• Design surveys to gauge alumni’s opinions about aspects of the 
student experience to be improved. They have first-hand experience 
of using the university’s services, and while their perspective may be 
different to that of current students, their opinions are no less 
valuable.



3.2ข (1) ความพงึพ่ใจ ความไม่พงึพ่ใจและ
ความผูกพนั



Factors Affecting Customer Satisfaction



Implementing Customer Satisfaction Survey



Set Goals

1) Surveys that aim to assess the opinion of customers of a 
particular service (usually conducted after providing a new 
service).

2) Surveys that assess the opinion of Customers, regarding the 
services provided to them, in general.



Determine the categories covered by the surveys



Sample Size Determination



Determine Survey Methods

• Mail or e-mail

• Organization’s website

• Personal interview

• Phone interview 



Prepare the Questionnaire



Prepare the Questionnaire

• Determine the goals and main themes of the questionnaire.

• Determine the type of questions to be used: open-ended, closed 
ended, open-closed and picture completion.

• Brainstorms to identify the organization’s services and customers.

• Identify all indicators to be used to determine the level of service 
quality and the organization’s performance.

• identify the most important indicators, eliminate the repeated ones and 
classify them.

• Determine the initial questions.

• Conduct the initial survey by testing on a sample customers. Based on 
the results, the final questions are drafted.



Points to consider for the initial questions



Objectives of the Initial Survey



Survey Preparation

• A cover letter explaining the purpose of the survey.

• Written instructions for administrators conducting the interviews.

• Train the administrators who will conduct the survey.

• Technical equipment and materials needed to collect data such 
as websites and e-mail.



Collect Data

• Collect data according to the sample size and the times 
determined.

• Monitor progress of work in order to ensure that the project is 
proceeding as planned.



Analyse Data

1. Analyze the distribution of the sample (by region, type of service 
etc).

2. Convert answers into numbers to be dealed with statistically.

3. Calculate the arithmetic mean for all the questions to find the 
overall satisfaction level.

4. Calculate the mean and standard deviation for each theme.

5. Identify the themes that achieved low evaluation scores.

6. Analyze theme questions that showed low satisfaction levels, in 
order to identify weaknesses (arithmetic mean, frequency and 
percentages).



Cause and Effect Diagram



Analyse Data

7. Read all suggestions and observations provided by customers.

8. Identify the reasons for low satisfaction levels by using cause & 
effect diagram

9. Use Pareto Analysis in order to determine the most influential 
causes, finding workable radical solutions within the limits of the 
available resources in order to improve the level of services 
provided.



Pareto Analysis Chart



Corrective Actions Development

• Develop a corrective action plan according to the priority.

• Identify those responsible for implementing the corrective 
actions.

• Identify facilities and resources required for implementing the 
actions.

• Conduct another customer satisfaction survey after an 
appropriate period of time in order to verify the appropriateness 
and feasibility of corrective actions.


