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Abstract

The objectives of this research are 1) To study the differences of personal factors
and personal satisfaction toward the service of the Excise Office in Nakhon Ratchasima
area, which are classified by sex, age, status, educational level and monthly income. 2) To
study the quality of service that affects the satisfaction of service at the Excise Office in
Nakhon Ratchasima area. The population of this study is the service users of The Excise
office in Nakhon Ratchasima Area, Chokchai Branch. The total of 386 samples are
assigned according to the Taro Yamane formula. The method used to collect data is a
questionnaire. Descriptive statistics are used to describe the frequency, percentage, mean
and standard deviation data. Inferential statistics are used to fine t-test and One-Way
Anova to analyze group differences. When differences are found, pair testing is performed
by using Scheff's method and Multiple Regression Analysis.

The study found that most of the survey respondents are female, aged between 31
to 41 years old, marital status, having Bachelor's degree and have monthly income around
15,000 - 25,000 baht. An analysis of the opinions toward the service quality of the Excise
Office in Nakhon Ratchasima Area, Chokchai Branch, found that the overall level is at a
high level. It was found that the aspect with the highest mean is in terms of giving
confidence to service recipients with progressive service. While service users with gender,
age and education level aspect provide different level of feedback on service satisfaction at
0.05 which is significant level on statistic. The hypothesis test result shows that the services
that affects the service satisfaction of the Excise Office in Nakhon Ratchasima Area,
Chokchai Branch are all 5 aspects, which are 1) The concreteness of the service 2) The
credibility 3) The service user response 4) The term of providing confidence to service
users and 5) The aspect of understanding and knowing service users, statistically
significant at the 0.05 level.

Keywords: Service quality, service satisfaction, users of the Excise Office in Nakhon

Ratchasima Area, Chokchai Branch
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