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ABSTRACT

This research was to study and to compare
the customer-focused outcomes as Education Criteria
for Performance Excellence (EJPEX) categorized in

the studies of expectations, satisfaction, dissatisfaction,

bonds of learners and predicators of the bond the
students had with the institution. Samples were 50
post graduates of Doctor of Philosophy Program
and Master of Arts Program in Medical and Health
Social Sciences/ Social Sciences and Health (Regular
Program and Special Program) who were admitted
in Academic Year 2011 - 2013 and are still studying
today and participated in the Project of Thesis Seminar
of the First Semester of 2014. 35 samples responded
the cross-section questionnaire through email. The
total of samples was 85 post graduates. The statistical
applications were frequency, percentage, mean,
standard deviation, element analysis, t-test, F-test,

Pearson Correlation and Multiple Regressive Analysis.

The results revealed that:

1. The comparison of the customer-focused
outcomes as Education Criteria for Performance
Excellence (EdPEx) showed that behavior and
appropriate teaching method of the instructors in
organizing consistied of academic activities, assistance
of the instructors when students meeting problems
in studying including expedition, politeness and
willingness in the services provided by the supportive
personnel. The results revealed that the satisfaction
of the post graduates was higher than their expectation.
On the contrary, the extracurricular to develop potentials
and knowledge of the post graduates, exchange
program organized with the network universities,
creating instructional atmosphere of involvement
and knowledge reinforcement, speedy and pervasive
WIFI, and facilitation of thesis proposal and thesis
defense were revealed that the satisfaction of the post
graduates had lower than what they had expected.
The customer-focused outcomes on expectation,

satisfaction, and dissatisfaction reflected the strength
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and points of improvement to raise the quality in order
to increase the educational service quality of the
institution.

2. The means of the bond with the institution
of the post graduates were highest in each aspect.
There were 1) the bond of existence and loyalty-
admiration of the students on the academic capacity
of the faculty, 2) the bond of willingness to exclusively
choose and to study - students endeavore to complete
their studies without retirement halfway, and 3) the
bond and willingness to support and to recommend
others to know the institution - the students were
confident in the quality of the program and prompt
to introduce others to study in the program through
positive communication. All these customer-focused
outcomes were important factors the institution had
to promote for students to have consistent bond
with the institution.

3. By overview, it was found that the satisfaction
of the institution among students had positive relationship
with the bond of students on the institution by statistical
significance at .01 levels in seven aspects but most
were moderate relationship. The highest level of
relationship was the program and the evaluation
followed by service and activities promoting learning.
Regarding the public relation on information, it was
found that it had no relationship with the bond of
the students toward the institution.

4. Variables affecting the bond were the program
and evaluation, service and activities promoting
learning which could predict the bond at 37.70% by
statistical significance at .01 levels. It could be
claimed that when students were more satisfied
with the program and evaluation including the

service and ctivities promoting learning, they highly

affected the student’s level of bond toward the
institution.
Keywords : Customer-Focused, Education Criteria

for Performance Excellence (EAPEX)
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