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Factors Affecting Customer Satisfaction in Using the Services of the

Office of Songkhla Summary Litigation

Amonrat Wihakarat

ABSTRACT

This study, Factors Influencing Client Satisfaction at the Songkhla District
Court Prosecutor's Office, aims to explore the demographic factors—gender, age, education
level, occupation, and average monthly income—that affect client satisfaction. It also
examines the service quality factors influencing client satisfaction and evaluates the overall
satisfaction of clients at the Songkhla District Court Prosecutor's Office. The sample consisted
of 400 clients, with data collected using an online questionnaire. The data were analyzed
using descriptive statistics, including frequency, percentage, mean, standard deviation,

one-way analysis of variance, and multiple regression analysis.

The findings revealed that the overall quality of service, as well as the five specific
dimensions—tangibility, reliability, responsiveness, assurance, and empathy—were rated
highly by the clients. Similarly, overall satisfaction and satisfaction across three specific
dimensions—service processes, service personnel, and facilities—were also rated at a high
level. A comparison of overall satisfaction based on demographic factors indicated statistically
significant differences in satisfaction levels by age, education level, and occupation at the
0.01 and 0.05 significance levels, while gender and average monthly income showed no
significant differences. Furthermore, service quality was found to significantly influence client

satisfaction at the 0.01 significance level.

Keywords: Service Quality Factors, Satisfaction
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