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Abstract

The study of factors influencing the satisfaction of tax filing and payment services of taxpayers in
Bangkok was aimed at studying the general state of expectation. Perception of service quality, satisfaction
in using tax filing and payment services in Bangkok, and to study the relationship between expectations
and perception of service quality influencing satisfaction in using tax filing services And pay taxes in the
Bangkok Metropolitan Region Collected information from 400 taxpayers who used the service through
the Bang Khen Area Revenue Branch Office. Most of the respondents were female, aged 51-60 years of
age, and studied at the bachelor's degree level. Most are self-employed and self-employed. Have average
monthly income 40,001-50,000 Baht and use the service of filing PND 90 / PND 91, followed by PND 30,
PND 3 /PND 53 and finally, PND 50 / PND 51, respectively.

The results of the analysis of taxpayers' expectation showed that respondents had a high level of
attitude toward service expectation overall. It gave the taxpayers the highest expectation of confidence,
followed by Expectations for service that are tangible The expectations of the ability to meet Trust
expectations And the expectation of paying attention to taxpayers, respectively

The analysis of the perceived quality of it was found that the respondents had a high level of
attitude towards perceived quality of service as a whole. They were able to recognize the quality of
providing the confidence to taxpayers the most. Followed by the perception of the quality of paying
attention to taxpayers Perceived service quality perception Perceived quality perception of competence
And the perception of quality of reliability, respectively

It was found that respondents had different attitudes towards expectations and overall perception
of service quality in all aspects. The quality of service in paying attention to taxpayers is the most
different, followed by the confidence of taxpayers. And the ability to respond Reliability and service are
the least different. Expectations and perceptions of quality of service influence the satisfaction of
taxpayers' satisfaction with tax filing and payment services in Bangkok. Significantly at 0.01, it was found
that when the expectation of quality of service and perceived quality of service increased. Will result in a
higher satisfaction with the service of filing and paying taxes as well.

Keyword : Expectation and perception of quality, Satisfaction, Taxpayers
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