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Auakan Tungprasopthrup (2547} Service quahty satisfaction of web site in the revenue
depariment, Bangkok metropolitan area Master Project, M B A (Management)
Bangkeok Graduate School, Srinakharinwirot University Advisor Assoc Prof

Supada Sinkutta

The purpose of this research was to study the service quality satisfaction of revenue
department web site 1n Bangkok metropolitan area by analyzing quality of web site service
in the revenue department, quabty of web design in the revenue department and satisfaction
on using the web site service The samples of this research were developed from 384 users

who used revenue department web site service in Bangkok metropolitan area A

guestionnairre on web page inked to www sanoogk com was used to collect data which were
analyzed by percentage, mean, standard deviation, independent t-test, one-way analysis of
variance and Pearson product moment correlabion coeffictent

The research results revealed that

1 The majornity of e-revenue users were female, 20-30 year-old, bachelor graduated,
private company employees, 10,001-20,000 baht mcome and most e-revenue users had 5-6
years internet using experience

2 Most of e-revenue users required to use the web site for general information
searching, revenue payment on internet service and revenue knowledge service
respectively The e-revenue users mostly used the service at the office at 12 00 PM-3 00 PM
The purpeses of using the revenue web site were saving and reducing the problem from
taking a trp and fashionable service Most of the users decided to use the web site by
themselves and searched to use the web site from advices on the web site by themselves
Most of them used the revenue depariment web site service 2-3 times a month

3 Overall satisfaction of e-revenue users on qualty of web site service of the
revenue department consists of 5 aspects, rehability, prompt response, confidence,
understanding and physical appearance The result found that overall satisfaction of e-
revenue users on tolal quahty of web site service 1n the revenue department was satsfied

level



4 Overall satisfaction of e-revenue users on qualty of web design of the revenue
department consists of 7 aspects, web site organizing and design, picture and formation,
practical information and electronic service, usable for all users, rapid communication and
other web site connection The results found that overall satisfaction of e revenue users on
total quality of web design in the revenue department was good level

5 Overall satisfacton of e-revenue users on satisfaction on using the web site
service dividied into 3 aspects, general information, electronic service and revenue
knowledge service The results revealed found that overall satisfaction of e-revenue users
on satisfaction on using the web site service was satisfied level

6 E-revenue users in Bangkok metropolitan area had suggestions on service
gualty of e-revenue web site that the main problem were unclear answer and too much
taking ime Next problem was demanding much time to receive e-revenue service

7 E-revenue users i Bangkok metropolitan area with different personal factors,
gender, ages, educational level and income, had no different overall satisfaction of e-
revenue service

8 E-revenue users in Bangkok metropolitan area with different occupations had
different overall satisfaction of e-revenue service at 05 statistically significant different leve!

9  Overall satisfaction of e-revenue users on quality of web site service in the
revenue department positively correlated to overall satisfaction of e-revenue users on
satisfaction on using the web site service at 0 05 statisticaily significant level, at medium
level

10 Overall satisfaction of e-revenue users on quality of web design 1n the revenue
department positively correlated to overall satisfaction of e-revenue users on satisfaction on
using the web site service at 0 05 statistically significant level, at medium level

11 Overall satisfaction of e-revenue users on satsfaction in using the web site

service is not correlated to using behawvior of e-revenue service
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reflective) anniinluunifisniiumafinanudile aefauusr Jaustsudwmdunvanviovse
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UNIINL  CMC tTanauaﬁmﬁmmammé’uﬁuﬁ‘szmnqﬂﬂﬁlmu "3 Bl Uiy
aosRnea iU wznniwdan 9 uazarluaemaunafilitumsfaasuuuiiu wihmariusesan
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faedaurnadsumWiites  Gaulwvetnan  wazaowfimemonawidnaniiostes lw
soumsoinsseamsmMelduiun wwuil HRBFINADIFINUTINAFIUNIIFIAY (social norms) Laz
nOUIHNANT (rules) Huan waldaiugu Famsusummnedanainail lamioil mﬁﬁamwaaw@wﬁ
dunsuueeild af "anailuasazialne (new reaty) dwiudildszundinana

Fwiuduirlag (novice) Tums cMmc NITUIUMIMIEFIUFUITOFIUNINMA  nfind
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9 aﬂm‘s%am‘iﬁﬁgﬁmﬂuguﬁnma (leader-centered communication)
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