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ABSTRACT

The purposes of this study are to examine the satisfaction of taxpayers towards the services
of area revenue branch offices, in Mueang Chiang Mai 2 Chiang Mai province, The data collection
was completed through questionnaires distributed randomly to 322 samples by accident from area
revenue branch offices, in Mueang Chiang Mai 2 Chiang Mai province, The data was then analyzed
by descriptive statisties using for frequency, percentage, and mean, Here were the results of the study.

It was found most respondents were 35-44 year old female with the high school or the
vocational certificate level of education. Most of them were business owners. It was revealed that
they perceived information about the second area revenue branch offices, Chiang Mai province from
the signboard. It was revealed that they often came to the office during 14.01 — 16.00 hrs. on
Wednesday. In order to submit the Personal Income Tax form, and tax lists, they would come at the
day before the due date.

According to the study, it was found in term of service that the respondents paid high level of
satisfaction for this term. Their satisfactions were paid for the variety of services, the responses for
complaints or requests for helping during service hours, and the service’s types that were fit with the

needs of respondents, respectively.



In Place term, it was found that the respondents paid high level of satisfaction for this term.
They satisfied with the amount of seats provided for cue waiting, the sufficient car park, and the
sufficient number and cleanliness of toilet, respectively.

In Information and Communication term, it was found that the respondents paid high level of
satisfaction for this term. They satisfied with the publicity of news from Revenue Department
through Internet, the training for increasing tax knowledge arranged by the 2™ revenue branch
offices, Chiang Mai province, and the dissemination of the office’s news via signboard, respectively.

In Personnel term, it was found that the respondents paid high level of satisfaction for this
term. They satisfied with the knowledge and competence of officers, the willingness in providing
services without asking for rewards, and the well dressing of officers, respectively.

In Equipment term, it was found that the respondents paid high level of satisfaction for this
term. They satisfied with the Tax List Form designed by the Revenue Department, the well-order and
cleanliness of materials (computer, receipt machine, and stationeries), as well as the modern version
of those mentioned materials, respectively.

In Service Procedure term, it was found that the respondent paid high level of satisfaction for
this term. They satisfied with the description and service procedure documents, the accuracy in
service procedure’s detail, and the non-overlapping or each service procedure, respectively.

In term of Service Procedure that the taxpayers used term, it was found that the respondents
paid high level of satisfaction for this term. They satisfied with the request for serial number of the
taxpayer card process, the process of tax payment form submission, and the prbcess of registering and
changing the special business tax, respectively.

However, according to the study, there were some problems found in the service. Most
respondents revealed that they had to face with the service slowness, insufficiency of car park, and

insufficiency of seats for cue waiting, respectively.



