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ABSTRACT

This study aimed to 1) examine factors contributing to customers’ decision to utilize
service provided by the Bio Service Unit (BSU); 2) investigate the level of customers’ opinions
on management of the BSU; 3) explore the level of customers’ satisfaction with the BSU service;
4) compare the factors contributing to customers’ decision to utilize the service offered in relation
to their personal factors; 5) compare the level of customers’ opinion on management of the BSU
in relation to their personal factors; 6) compare the level of customers’ satisfaction with the BSU
service in relation to their personal factors; 7) study the relationship between the factors that
affected the use of service and the satisfaction level; and 8) examine the relationship between
customers’ opinion on management of the BSU and their satisfaction level. The data was gathered
from 350 customers using a questionnaire. Statistical analysis was performed in terms of
percentage, mean, standard deviation, t-test, F-test, LSD, and correlation coefficient. The findings
were as follows:

1. The factors that affected the customers’ decision to utilize services provided by the
BSU were high in terms of service, price, convenience, information, and the unit’s image.

2. The customers’ opinion on management of the BSU was high regarding planning,
organization, motivation, and quality control.

3. The level of customers’ satisfaction with the BSU service was high in terms of the
employees, work, service, equipment and technology used for providing service, and service
quality.

4. The difference in the customers’ age, educational background, current position, and
amount of research grants yielded the difference in their decision to utilize the service with a
statistically significant level of .05.

5. The difference in the customers’ age, educational background, current position, and
amount of research grants yielded the difference in the level of their opinion on management of

the BSU with a statistically significant level of .05.



6. The difference in the customers’ gender, age, educational background, current
position, and amount of research grants yielded the difference in the level of their satisfaction
with a statistically significant level of .05.

7. The customers’ factors of using the service related to their satisfaction with a
statistically significant level of .01.

8. The customers’ opinion on management of the BSU related to their satisfaction with

a statistically significant level of .01.






