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Abstract

The study aimed 1) to study the service quality and the satisfaction of the clients of the excise branch offices,
2) to explore the service quality that could affect the satisfaction of the clients, 3) to compare the service quality
perceived by the recipients as classified by personal factors, and 4) to compare the satisfaction of the clients in the
study as classified by personal factors. The research instrument was a questionnaire. The sample size was established
based on Yamane’s formula. The samples were 400 clients. Statistics were used to analysis data that were mean,
percentage, standard deviation, t-test, F-test and multiple regression analyses.

The research findings were as follows.

1. The research found that the service quality as provided by the excise offices under study was on average at
a high level in all aspects. The aspects could be arranged in a descending order as follows: response to the needs of
the clients, concreteness of the service, confidence of the clients, reliability of the service, and understanding of the
service providers. As regards the individual aspects, they could be shown in an order of significance as follows: generosity
of the service providers, the information from the service, spending for the service, coordination, and convenience.

2. As regards the effect of the service quality affecting the customers’ satisfaction, it was found that
concreteness of the service, understanding of the service providers, reliability of the service, confidence in the customers,
and response to the needs of the service provides could predict the satisfaction of the clients by 71 %.

3. By comparing the service quality as per the clients’ perception as classified by the personal factors, it was
found that occupations, and concreteness of the service were different with a statistical significance of .05. Other aspects
were not different.

4. Considering the satisfaction of the clients provided by the excise branch offices in the lower part of Thailand’s
northeastern region office 2 as classified by relevant factors, it was fond that there was a difference with a statistical

significance of .05.

Keywords: Service Quality, Service Recipients’” Satisfaction, Excise Branch Offices, Lower Part of Thailand’s Northeastern
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