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Abstract
191046

This action research was conducted to examine primary outcomes of Public
Sector Management Quality Award development, satisfaction of people and
satisfaction of working performance of the revenue officers at the Revenue Office
Region 12. The data obtained through questionnaires and interview were collected
from 400 taxpayers using law affairs, tax collection and refund, and governance
services of the Revenue Office Region 12, 480 revenue officers and 16 key
informants, and statistically analyzed afterwards.

The study discovered that the officers were satisfied with knowledge and
comprehension provision at a good level. They suggested that there should be
workshops during knowledge acquisition and appropriate twilight learning
administration. They also inserted that governance job was rather difficult to be
developed since it involved the creation of willingness of the people to pay tax.

From the perspectives of the people, they felt satisfied with courtesy of the
officers and stressed more importance of service, comfort and tax suggestion than
knowledge of career types, complete steps of service and refund process. They also
preferred contacting with the officers when they had law/ appeal/ case/ debt collection
problems to surfing the Internet or doing official letters. On the other hand, the
satisfaction of working performance of the officers was at an uncertain level.
Administrative system, evaluation and payment, human resource development,
motivation creation, leaders and leadership, career path specification, working
environment, and bliss creation for the personnel and stakeholders should be
promoted for satisfaction of the people. Additionally, objectives and visions of the
organization and its administrators were crucial factors in supporting job
development. In contrast, knowledge of developing quality-to-practice criteria and
teamwork were the obstacles.

It was suggested that positive attitudes, universal visions and systematic
development of quality of the officers should be created for the ultimate goal of

working performance, which was to serve people.
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