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Abstract

This article aimed to study the factors affecting the fuel industry operators' satisfaction
with the service provided by the Department of Energy Business. The data was used as a
guideline in planning, improving and developing the quality of service of the Department of

Energy Business to meet the needs of service users. The sample used in this study was 202
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people who were served by the Department of Energy Business. It was obtained by simple
random sampling. Questionnaire was used to collect and the data was analyzed by using
percentage, mean and standard deviation, Pearson product moment correction coefficient and
Multiple Regression Analysis.

The findings indicated that the service quality of the Department of Energy Business in
overall was at the high. When considered separately, it was found that the highest factors
affecting fuel entrepreneurs’ satisfaction was the factor of client confidence, then factor of
providers, respectively. Multiple regression analysis to predict the factors affecting fuel
entrepreneurs’ satisfaction through the Department of Energy Business System Service find out
3 independent variables was the factor of procedure service, the factor of information support

service and the factor of customer confidence.
Keywords: Satisfaction; Service; Department of Energy Business
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