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ABSTRACT

The objective of this research is to study service quality and public satisfaction to
compare the public satisfaction towards the use of services at the Area Excise Office
Pattani classified by demographic characteristics and to determine the service quality that
influenced the public satisfaction towards the use the services at the Area Excise Office
Pattani. The sample group was a total of 400 people who visited the Area Excise Office
Pattani for services. The data were collected by using a questionnaire. The analytical
statistics were percentage, mean, standard deviation, T-test, One-way ANOVA and
multiple regression analysis.

The results of the research indicated that the service quality and the public
satisfaction towards the use of the services of the Area Excise Office Pattani were at the
highest level. The comparative results of the public satisfaction with the use of services
at the Area Excise Office Pattani classified by demographic characteristics were found
that the people with different age, average monthly income, type of business and
frequency of service uses had different satisfaction towards the use of the services at the
Area Excise Office Pattani with a statistical significance at the level of 0.05. And the
people with indifferent gender, marital status, period of business and the nature of the
use of services as well as service quality that influenced the satisfaction towards the use
of the services at the Area Excise Office Pattani had satisfaction towards the use of the
services at the Area Excise Office Pattani with a statistical significance at the level of
0.05. All variables could explain or predict the satisfaction towards the uses of the
services at the Area Excise Office Pattani by 70.0% and the standard error of estimate

by 0.17767.

Keywords: quality, satisfaction
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