239567

=l c?)’ .:lydat o d'l < - Y o=

nmagluaiiiiaglsyasaie (1) Anynganisums 1usmsves
Aninnuassmnsnn 2 vesdunlduims ) AnmgunmmsuSmsvesdninnu

N a o 3) Y o= =4 - =4
A33WINTNA2 auanuAaruvesdnlduims 3) Anvmsdsaiiuanuiiane e
vosdunldusmsidninaudasswingnia 2 @) Annilymuazdeiaueuus lums
ldusmsvesdninnuasswinsnn2 auanudamiuyed 15uSms

- 3 d.yd Sw A o o - A =} =,
M3eATeldumMsITuFdTe TaoiunTeadomssediugunimms
9
=Y 0 Aaa ar I~ s o
U3MsLUY SERVQUAL Tagifians 5 snunuiunuamananlumsdmuade
a A ar alr = o -
Ao e linsdimssviuazanumandvesnammmsuimsuaziinuafn
Mydsetiuanunane lesamunuuvesni i (Kano’s Methods) iiielseiiiunnuig
yg{ 9 = o ot 4=§ 1 r L] ao; n,.: :dydl 9
welsvesdnldusmsdninnuassnnima 2 Fanguatednlumsivonsdifedin
Y o 3 1 ar us; r_‘i‘ ~ =

505 M5 TuAIuA1e 9 veedninaIUasITNINTNIA 2 19 12 WU Tasfusiusay
foyalusudouiiguisu-nsngiay 2552 $1uau 400 fedraz 1935 msdu
ar [ - ] :: aad L = &Y Y o Y 4 = ]
Aednuuutegy adanldlumsimszvdeyaldun misvas Aunads diu
Toawuuag 91U Paired Sample ¢ test, Independent Sample 7 test, one-way Anova,

Chi square tazmMyYsziuauiane laauiuy Kano’s Methods



233567

= 1 g ¥ = ai 3 4 o ] [ ¥ - e
NanInM3ITe (1) wuh Flausamsiilunquarediesdm lvaihumsmded
' A @ = = = 1 14 Y A
9195213 31-40 ) NszaumsAnulTyanes Taodulngiisie ldmas 20,001-
1 = g/ 3 = a:l' T a’ L] 1 ] 9
30,000 masiReuazdinlduSmsnidunguireddm luajiziludhswmsuay
£y a ' Y A A d T @ 1 [ ey a - 9
andamasy ) wuh gleusmsidunguitediesdm nglinganssulumsdn
= a ] g a < 1 | '
in13u5ms Taeldsudeyalnmsnindedumesiiin Taodlnajssidnnly
= o 3 = 9 Y = ) [ o 1
VIMITWIU 34 AFuazszoznamnnnisuimseztosndi 1 92 Tualugiana
A ] ' o 9 Ao Yy o =4
8.00-10.00 W. AZITW BB TUFNABUIUgAMENMMUa lHIMITs e
= i g 1w " o 1 i '
g ldusmsmilunguaredlidsein v ludmaainniga 3) wuh
Y = = g T W 1 = = g A ar = ar
AlFusmsnilunguaredilinnufamiunuiugumwmsuImsvesdninau
r el A k=) 3 ¥
assmnima 21aesau egluseaud uaziloiinisanna s Suwuh dAuanuels
TavesflduSmsiigunmms IduSmsgeiige 4) msdszidiuanuilane lavead
Y = 4:; 1 s L] Y al = 1 = gt
nldsmsidlungudaedis wuhdmaminaudimsudesmegninisoudes
ar o A o Y = 1 ' :g o Vg Y a =
osonfed assuuzih lumsIrusmsludiudan q mnvusgyi g lsuimatianuy
=< A cg Ty 14 3 1 | v Y
wane lunvanaiu uadmnliliszuy Yuaeuuas linesuugiiuiieminla1d
vimsvzh Iiinldusmsiianuiianeleanas (5) nannudamuvedldusms
P 1 =2 P Y a as 1 ]
nnandeilymnnuraziausuuz lumslruimsvesdninnuassmnsdinlug
] ~ :’ A @ - d A ] ] o a 9
rueuurINITINAY tasmivdoRuinIoNsmsan q Tusgninindese 1y

= A Y9 Y a = 1 P ar =
wsms e g ldusmstianuazainaneluszninnsesuuims

233967

In this thesis, the researcher investigates (1) the behaviors of service
users at Regional Revenue Office 2; (2) the opinions of service users of the
service quality at Regional Revenue Office 2; and (3) the levels of satisfaction
of service users with the Office under study. Finally, the researcher presents
(4) problems in and suggestions made by service users in respect to the
services provided at this Office.

In this survey research investigation, the researcher used the
SERVQUAL framework developed by Zeithaml, Parasuraman and Berry to
evaluate the éervice quality of the Office under study. Five aspects were used
as principal guidelines in framing questions designed to elicit perceptions and

expectations of service quality. The model of satisfaction evaluation
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formulated by N. Kano’s approach was used to evaluate the levels of
satisfaction evinced by service users with the Office under study.

Using the technique of stratified random sampling, the researcher
selected a sample population of 400 users of services provided by the
Regional Revenue Office 2 in twelve areas. Data were collected in June and
July of 2009. Using techniques of descriptive statistics, the researcher
analyzed the data collected in terms of percentage, mean and standard
deviation. In addition to using N. Kano’s methods for evaluatiﬁg levels of
satisfaction, the researcher also employed the techniques of paired sample t-
test, independent sample t-test, one-way analysis of variance (ANOVA), and
chi-square.

Findings are as follows:

1. Most of the service users were females between the ages of thirty-
one and forty who were holders of a bachelor’s degree and who had a monthly
income between 20,001 and 30,000 baht. Most of the subjects of investigation
were civil servants and government employees in the public sector.

2. In their behaviors, most of the service users used the services
through accessing information from the Internet. Most of them had used the
services from three to four times. They used the services for periods of less
than an hour from 8.00-10.00 a.m. and they would submit required documents
prior to the due date designated as the last day for tax payment. Service users

studied were most impressed with the location of the office.
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3. Most of the service users studied were of the overall opinion that the
service quality of the Regional Revenue Office 2 was at a good level. When
considered in five aspects, the service users were of the opinion that the aspect
of attentiveness of service providers exhibited service quality at the highest
level.

4. In evaluating the satisfaction levels of the service users studied, it
was found that levels of an increase in satisfaction were increased in view of
employees dressing respectfully, showing good manners and providing advice
concerning various types of service. When there was a lack of system and
clear indications regarding the sequence of steps to be taken and guidance was
not given concerning services, the ievels of user satisfaction decreased.

5. In respect to problems found and suggestions made regarding the
pfovision of services at the Office under study, most of the service users were
of the opinion that drinking water and newspapers or journals should be
provided for perusal to those waiting for services for the sake of comfort to

those waiting,.





