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ABSTRACT

Subject research service quality that affects satisfaction of users of the Area
Revenue Office 21. The objective of this research was to study service quality that affects
satisfaction of users of the Area Revenue Office 21. The samples of the study were 400
users of the Area Revenue Office 21 selected based on a accidental sampling method.
The tool used for data collection was an online questionnaire. The data were analyaed
by using computer software packages for frequency, percentage, mean, standard deviation
and multiple regression analysis.

The results of this research found that most of the samples were female, age
between 41 - 50 years old, had a bachelor’s degrees, single status, and monthly income
was more than 40,000 bath. It was also found that the levels of opinions of service quality
factors and satisfaction factor overall there were the highest level of their opinions
(X = 4.33, S.D. = 0.465) and (X = 4.40, S.D. = 0.631) respectively.

The hypothesis testing results found that the service quality factors affected the
satisfaction of users of the Area Revenue Office 21. The statistical significance level at 0.05.
The forecasting coefficient ( R?) found as 0.606. Which indicated that the independent
variables were service quality factors affected the dependent variable was the satisfaction
of users of the Area Revenue Office 21 at 60.6 percent. When considering each aspect, it
was found that there were 4 aspects: the aspect of understanding and knowing the service
users, giving confidence to service users, concreteness of service and response to service
users affected the satisfaction of users of the Area Revenue Office 21.

Keywords: Service Quality factors, Satisfaction, Area Revenue Office 21.
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