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A Study of Service Usage Behavior, Key Factors, and Service Satisfaction

Regarding Seating Shelters of Students at Phuket Rajabhat University
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Abstract

This study aimed to examine: (1) students’ seating shelter usage behavior at Phuket Rajabhat
University; (2) factors influencing seating shelter usage; and (3) their level of satisfaction with existing seating
shelter facilities; (4) students’ needs and recommendations for future improvements. A quantitative

research design was employed. The sample consisted of 382 undergraduate students (years 1-4) selected
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through stratified sampling proportional to student enrollment across five faculties, followed by
convenience sampling. Data were collected using a structured questionnaire and analyzed using descriptive
statistics, including frequency, percentage, mean, and standard deviation.

The findings indicated that the majority of respondents were female students aged 20-25 years,
primarily fourth-year students from the Faculty of Management Sciences. Most students reported using
seating shelters regularly, approximately 4-6 times per week. The peak usage period was between 10:01
a.m. and 2:00 p.m., with an average duration of 60 minutes or more per visit. The primary purposes of use
were resting and waiting between classes. Shaded areas providing protection from sunlight and rain were
identified as the most important criteria for seat selection. On average, students reported being unable to
find available seating 1-2 times. Seating shelters were used both individually and in groups, with mobile
phones or tablets being the most commonly used devices. The highest frequency of usage occurred during
lunch breaks. A major issue identified was damaged seating facilities. Overall satisfaction with seating shelter
services was at a moderate level. The highest level of satisfaction was related to accessibility, followed by
environmental conditions and atmosphere, and cleanliness and safety. need for the university to increase
the number of seating shelters to adequately meet usage demand, particularly in high-density areas such
as in front of academic buildings and the library. They also recommended more diverse seating designs,
including both individual and group seating arrangements, and appropriately distributed seating across the
area in alignment with actual user density. Additionally, seating shelters should be located in shaded areas
to ensure usability under various weather conditions. The university can improve and develop seating
shelter allocation to appropriately respond to student needs, thereby enhancing comfort, satisfaction, and
efficiency in space utilization, as well as serving as a guideline for future planning and design of public

spaces within the university.

Keywords: Seating Shelters of Students at Phuket Rajabhat University, Service Usage Behavior,

Service Satisfaction, Factors Influencing Service Usage
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