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6006977 : Chidchanok Oodkaew
Thesis Title : Service Quality and Communication Component Affecting The

Satisfaction of Individual Taxpayer in Bangkok Area Revenue Office 3

Program : Master of Business Administration
Thesis Advisor  : Sumalee Sawang, D.M.
Abstract

This research aimed to study the influence of demographic factors, service quality factors, and
communication elements on the satisfaction of the personal income taxpayers in Bangkok Area Revenue
Office 3. This study employed questionnaires to collect data from 400 samples residing in Pathumwan
District, Bangkok. These samples were selected using the convenience sampling method. The descriptive
statistics used in the analysis of the data included frequency, percentage, mean, standard deviation as well
as the inferential statistics which were T-test, F-test (One-Way ANOVA), and multiple regression
analysis (MRA). According to the survey results, most respondents were female, aged between 31 - 40
years, holding a bachelor’s degree, single, working as government officials with average monthly
incomes of 20,001 to 30,000 baht. The factors that mostly affected the satisfaction of the personal income
taxpayers regarding service quality was responsiveness (B = (0.332), followed by reliability (B = 0.234),
empathy (B = 0.204), and tangibility (B = 0.123), respectively. The percentage of the power of prediction
was at 53.4 (Adj. R2 = 0.534). Furthermore, the factors that mostly affected the satisfaction of personal
income taxpayers regarding the communication elements included communication channels (B = 0.356),
followed by senders (B = 0.316), and messages (B = (.248), respectively. The percentage of the power of

prediction was at 60.8 (Adj. R2 = 0.608).

(Total 132 pages)
Keywords: Demographic Factors, Service Quality, Communication Elements, Personal Income

Taxpayers
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