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ABSTRACT

The objective of this individual study was to study the tax payers satisfaction towards
claiming personal income tax refund via internet in Bangkok Metropolitan.

Questionnaires were used to collect data from 200 samples in Bangkok who wanted to
claim personal income tax refund via internet. Data was analysised by descriptive statistic m
~ form of frequency, percentage and mean.

The results of the study were as follows: the majority of respondents were female, 31-40
years old, single, company official, having education at bachelor degree, earning less than 20,000
baht/month. The respondents claimed personal income tax refund less than 5,000 baht,
The respondents knew that they could claim personal income tax refund service via internet from
television. They most submitied personal income tax refund via intemnet in March, and used
internet service 1 time.

The respondents were overall satisfied with claiming personal income tax refund via
internet service marketing mixed factors at a high level. The details would in each factor by the

first level of satisfaction as the following:



u

Service factors, it was found that personal income tax refund claiming via internet
provided more convenience than tax submission at revenue department. Expense factor, there
was on expense for applying or services. Place factor, it was available to any internet facilities.
Service process factor, there was the accuracy of tax calculation program. Physical environment
factor, tax payers had not to claim personal tax refund at revenue department.

Promotion and personnel factors satisfied the respondents at moderate level. The
service promotion factor in public relation was rated the first while personnel factor in service
support to claim personal income tax refund via internet was the efficiency.

However, the promotion of service factor should be adjusted in terms of information and
answer—question service by increasing telephone line and staff and increasing advertising media
to approach the tax payer. Personnel factor, the personnel should be good at human relationship

and the able to solve the problem and give an information as well.



