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ABSTRACT

In this research investigation, the researchers examine the service quality affecting the
satisfaction with filing personal income tax at Revenue Branch Offices in Bangkok Metropolis.
A questionnaire was used to collect data. The sample population consisted of 400 personal
income taxpayers in Bangkok Metropolis. Data were descriptively analyzed using mean,
frequency, and standard deviation. Inferential data were analyzed to test the hypothesis using t
test, F-test (One-way ANOVA), Scheffé’s multiple comparison, and multiple regression analysis.

Findings showed that the highest proportion of the sample population were female, aged
34-41 years, with a marital status and a bachelor’'s degree. They were private company employees
with an average monthly income between 15,000 and 30,000 baht. The service quality in the aspects
of responsiveness, tangibility, empathy, and assurance affected the satisfaction with the service of
filing personal income tax at Revenue Branch Offices in Bangkok Metropolis at the statistically
significant level of .05. Reliability did not affect the statistically with the service under study of

personal income taxpayers in Bangkok Metropolis at the statistically significant level of 0.05.
Keywords: Service quality, Satisfaction, Personal income taxpayers
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NINNNHUIUAT AUUNATNADTUNINNNTANTE

- o - . lam ANTH wainel
ANNanalalunisldusning ALaAE

3.97 4.09 4.36
lam 3.97 - -.120 -.387
(.038%) (.011%)
ANTA 4.09 - - -.268
(.109)

Mgl 4.36 - - -
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N9 0.05 UNNEANIT HAENIHEUIA ARanunwansaiauienalalunislduinisuanngng

u

|
v Aaa ¥

@an#Rulay ARanunmlan uazah 2 wiine fu Tam 8A1 Sig. Wiy 0.011 SafiAfeandn 0.05
1 v a a a k% v = =3 Y a v a a a v d
WNNEANGN JRanERUlEY anmnwiiaeanaelalunsldusnisunnandidenn#Rulas 7

=l
LA UNINIAA

= = Y a dl v a a a %
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ANnNNanalalunmsldusnig ALDAE

4.11 4.02 4.19
AnInLBeyyme 4.11 - 097 -.076
(.528) (.735)
ERTITRT 4.02 - - - 173
(.013%)

NQLRMENTaTel e 4.19 - - -

AINA9N 4 WG Hauau 1 4 Ae gendfFoyaynss (u Usoyayasis HA0 Sig. Wiy 0.013
= Aa Wy ax = o ' = =
TelA1derNd 0.05 UG AN HRIUlEY NRNNIANITALgINIITY I FTRANTY

a

a

walalunisldusnisuinnangi@an #Rulay ninnsAnsszAuEoyaunss

= p = Y a = o N a Iy
M19149 5 Nﬂﬂ"l?Lﬂ?ﬂULV]HUﬁQWNWQWQIW&LuﬂW?IﬁUﬁ‘ﬂqﬁ‘ﬁluLLUU“‘l mﬂﬂﬂgijﬂﬂ'}HL\mimH Iume

NIINNNATUAT @o’]LLuﬂﬁl’]ﬂJ@’]%‘W

WHnU genAdIuRY  91Ene/

ANNINE LA lunis g g .o . —a - au
- ALRAE UTHNLANTU AN 3gadvna
usnng
4.00 3.90 416 4.00
WUNIULTENLANTU 4.00 - .096 -.163 -.001
(.780) (.008%) (1.000)
gINAdIUAY AN 3.90 - - - 259 -.097
(.057) (.966)
MINN9/5FIAUNA 4.16 - - - 162
(.828)
a1 4.00 - - - -
* NludnAyneadianazau 0.05
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%

{AN Sig. Wiy 0.008 F9HA1TRENGN 0.06 nu1aAINGN fAaNBERWlAY AR TINFUsENNe/
o A a IS =R Y a v a a a v Qid = o a o

fgianunia Havuianelalunislduinisuanndng@an#iula Plerdwninausssmeny
A1519 6 Ban1sifsauieumnienalalunislduinistunuuy vesdidani#Rdulas T

NFUNWHIIUAT AunANIelAlaRt Falaal

. . ngn 15,001- 30,001- 45,001- anNdn
AMNNIND LR AN
. - a 15,000 ua 1 30,000 U 45,000 Uy 60,000 U1 60,000 LN
lun1sldusnis LaRfs

4.38 4.01 4.04 4.01 3.87

AN 15,000 1 4.38 - .369 .336 373 513
(.000%) (.002%) (.005%) (.630)

15,001 - 30,000 1 4.01 - - .033 .004 143
(.980) (1.000) (.995)

30,001 - 45,000 U 4.04 - - - .037 176
(.994) (.989)

45,001 - 60,000 U 4.01 - - - - 139
(.996)

1INN31 60,000 LN 3.87 - - - B} B}

3¥AU 0.05
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AINANIN 6 WU Hauau 3 ¢ Ae AN 1 9elMafesiaiaen 15,001 - 30,000 U iy 9nele

a
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DALFABLABLAINTN 15,000 U HAN Sig. WL 0.000 T4RANERENT1 0.05 UNIEAINNIN HLABNE
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u

o

Ruld+ PR ldiedssameudIndd 15,000 uwm AN 2 e ldiedasainan 30,001 - 45,000 U iy

melAedsanauAIngn 15,000 1 JA1 Sig. Winiu 0.002 B9XA1YeENdn 0.05 MaAINGT Eide

v 4

o
nERulaY nlwlfiadusiaman 30,001 - 45,000 U Haduianalalunisldusnisunnndg

=
Lael
Y

MERulas ndelMafusdemauningn 15,000 U uazai 3 9elfaaasenan 45,001 - 60,000
v AU MeldedamamauaIngl 15,000 11 JAN Sig. winfu 0.005 Tl AN1Taendn 0.05 uunaAN

11 H@antula NN lseansaman 45,001 — 60,000 U AAuenalalunigldiznisuinnda

e

a v

JiAan#Ruley nHeldiaassemawnIngn 15,000 1
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NSNARAUANNAFIUN 2 N159iATIEWAIINDANBLLTINY AT (Multiple Regression)
Y o a 1 1 = Y a dl v a a [
ArunNNIs LI sdanasianauNewalalunislduinistiuuune 1eei@u N1 #Rulay Tuas

NINNNHUIUAT

M1579 7 NAN9IATIEINNIARANLEINIAN ATUNINNNT LN sdenasiaad N ienalalunngld

a = o = A a Y
UTNTEULLLIL mﬂQQL@ﬂﬂ’WEL\‘iu%"’I GLuL'Wlﬂg‘ﬂ NNNUATUAT

ADNINNNSLENS B SE Beta t Sig.

AT .905 154 5.894 .000*
fnpnmEesi (X1) 036 038 - 042 - 929 353
ANUNNTABALAUBIRENITIALE (X2) 221 .032 298 6.846 .000*
Funnsaumadle (X3) 251 045 282 5.598 .000*
AuANNILaniiula (x4) A71 .035 239 4.874 .000*
AU 92U (X5) 166 .035 185 4.775 .000*

R =.762, R Square = .580 , Adjusted R Square = .575 , F-ratio = 108.817 (.000%)

* TdadAtymeatiangzAL 0.05

HANTINARDLANNAFIU WU ANINANSLIHLTNT 4 A1 LAuA Frunismeuanedatiig
29015 AN Usaals AruANWinanWiula waza unnsTUlss AU danasanduianalalunig
TdusnstuuuLeugTineuasTnInsiuna e an #Eulet Tuanngamwaniueg a1l
o ] o aa al Y o dgl
dpdAyneana Inamawduaunisls Al

Y = .905+ .221(X2) + .251(X3) + .171(X4) + .166(X5)

anaxnig aguladn sautlsnennand 4 6 Ae AUNNIRBLALBIOLINNTIAIEY (X2) AN
saala (X3) Fuenumivaniinla (X4) wasA1uni135ulssiu (X5) IWNTW 1 M08 hastiiNAunas i
v v Y a k3 Adl dl 1 1 ==& Y o a -dl 1
anu T RN nnns LI uaU | A azdanasand e lalunislousnnstiukuLEiu

ANININUATINININUAZNN (V) ANTU 0.221, 0.251, 0.171 WAL 0.166 WLnE ANNAIGL

dagduazanilsana
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1 o A =2 Y a 1 o v 1 o =K =

wansingiui A Nanalalunisldusnisuansineiy laun eng anunin szALNIgAn®T 81T was

melfadusdomau dousumaauianalalunisldinisldunnsnegiu unasnainluilagiiv
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