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SERVICE QUALITY AFFECTING THE SERVICE RECIPIENTS 'S SATISFACTION
OF THE SURIN PROVINCIAL OFFICE OF THE COMPTROLLER GENERAL
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Abstract

The purposes of this research were: 1) to study personal factors affecting the satisfaction’
the service recipients of the surin provincial office of the comptroller general, 2) to investigate service
usage behaviors influencing satisfaction’ the service recipients of the surin provincial office of the
comptroller general, and 3) to examine service quality factors affecting the satisfaction’ the service
recipients of the surin provincial office of the comptroller general. This study employed a quantitative
research approach. The sample consisted of 400 individuals. A questionnaire was used as the
research instrument. Data were analyzed using frequency, percentage, mean, standard deviation,
t-test, One-Way ANOVA, and multiple regression analysis. The findings revealed that: 1) The hypothesis
testing results indicated that personal factors, including age and occupation, had a significant effect
on the satisfaction levels of service recipients, while gender showed no significant difference.
Furthermore, 2) service usage behavior factors, including service time (during regular working days)
and service channels, had a significant influence on satisfaction. 3) For service quality factors, tangibility,
responsiveness, assurance, and empathy significantly affected the satisfaction of service recipients.
However, reliability did not significantly influence satisfaction at the surin provincial office of the

comptroller general.

Keywords: Service Quality, Satisfaction, The Surin Provincial Office of the Comptroller General,

The Service Recipients of the Surin Provincial Office of the Comptroller General, Service Time
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