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ABSTRACT

The purpose of this research is: 1) to study the personal factors that affect the satisfaction
of the service users from the Excise Office Region 3 and its affiliated areas, and 2) to study the service
quality that affects the satisfaction of users of the services from the Excise Office Region 3 and its
affiliated areas. The researcher conducted a study on the service quality that affects satisfaction with
services provided by the Excise Office Region 3 and its affiliated areas. The sample used in this study
consisted of 420 people, and data were analyzed using descriptive statistics, including percentage,
mean, standard deviation, and hypothesis testing with inferential statistics, including T-test, one-way
ANOVA. If differences were found, pairwise tests were conducted, and multiple regression analysis
was also used.

The study findings reveal that the majority of the sample group receiving services at
the Excise Office Region 3 and its affiliated areas are female, aged between 31-40 years,
self-employed/business owners, earning a monthly income of 20,001-30,000 THB, and use
the service 1-2 times per year. The hypothesis testing results show that personal factors,
such as gender, do not have an impact on satisfaction with services at the Excise Office
Region 3 and its affiliated areas. However, age, occupation, monthly income, and service
frequency significantly affect satisfaction with the services at the 0.05 statistical significance
level. The service quality factors that impact satisfaction include all five aspects: tangibility,
reliability, responsiveness, assurance, and empathy. These factors have a statistically

significant effect at the 0.05 significancelevel.

Keyword : service quality , Satisfaction in receiving services, service recipients of the

Excise Region 3 Office and its affiliated areas.
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