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Abstract

Purpose: To explore the expectation, perceived responsiveness, satisfaction, and additional
needs of customers to services obtaining from the office of Institutional Review Board, Faculty of
Nursing, Mahidol University (IRB-NS); and the relationship between the expectations, perceived
responsiveness, and satisfaction of customers.

Design: Descriptive correlational design.

Methods: Data were collected from 71 customers who submitted the research protocols for
approval from the IRB-NS since 2012-2015; using online questionnaires.

Main findings: The highest expectation service was the time period of consideration
(X = 86.39, SD = 22.24). The highest of the perceived responsiveness service was the IRB-NS
website (X = 85.45, SD = 22.53). The highest satisfaction service was the recommendation about
administrative process from the IRB-NS staff (X = 89.32, SD = 18.91). The expectation was
positively related to the perceived responsiveness and the perceived responsiveness was positively
related to the satisfaction (r, =.700, .595, p < .01). The extra services that were equally needed by
customers were the online submission and the personal consulting for revision followed by the
committee’s comments at 69.0%.

Conclusion and recommendations: The service from the IRB-NS office should be in accordance
with the customers” expectation. The service for the time period of consideration should be

improved. The IRB-NS office should arrange the extra services for revising the protocol until
finished.
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