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Abstract

The purpose of this independent study was to investigate personal factors of internet tax
payment service users, the service quality and users’ satisfaction with internet tax payment service.
This study was a quantitative research. The sample of this study was 319 people who have paid tax
via internet in Huai Khwang District, Bangkok. The sample was selected based on a simple random
sampling. A questionnaire was used as a tool for data collection. Data collected were then analyzed
using statistics, including frequency, percentage, mean (X), standard deviation (S.D.) and multiple
regression analysis.

The results of this research indicated as follows: Most of the respondents were female
(n= 191, 59.90%), between 20 - 30 years (n= 135, 42.32%), graduated with a bachelor’s degree
(n= 208,65.20%), had single status (n= 63.64, 63.60%), worked as government officers / state
enterprise officials (n= 138, 43.26%), and earned the average monthly income between 10,000. -
20,000 baht (n= 134, 42.01%). In addition, the most popular period of time using internet was between
18.01 hrs - 21.00 hrs. The most common number of online tax filings (during the last 5 years) was
1-5 times (n=215, 67.40%). The most popular period of time for online tax filing was between
09.01 hrs. - 12.00 hrs. (n=132 , 41.38%). The main purpose of online tax filing was for tax filing for
oneself (n= 248, 77.74 %).

The results of this study indicated that the service quality consisted of individual elements,
namely tangibility, reliability, responsiveness, assurance, empathy. Overall service quality was at a high
level. The results of testing hypothesis showed that service quality factors influenced the satisfaction

with internet tax payment service with a statistical significance level of 0.05. These factors could



jointly predict 76.30 % of the variation in the satisfaction with internet tax payment service
( R = 0.763). Among all independent variables, those influencing the satisfaction with internet tax
payment service with a statistical significance level of 0.05. were assurance, responsiveness, empathy,

and tangibility.
Keywords: Internet tax payment service, Satisfaction, Revenue Department, Service Quality
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