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Customer Satisfaction with the Service of local government, for the Fiscal
Year 2017 In the area Samutprakarn, Rayong and Chai Nat Provinces
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Abstract

he research design is based on survey method which refer to such objectives are as

TfoLLowing (1) to examine the level of service recipients satisfaction towards the
quality of service provided by local government organizations; (2) to compare the level
satisfaction of the service recipients towards the quality of service provided by local
administration organizations between Samutprakarn, Rayong and Chainat provinces.

The survey data were collected from 31 local sovernment offices in Samutprakarmn, Rayong
and Chainat provinces. The quantitative research method was applied service quality classified
into four point of views are as 1). Service processes, 2). Service channels, 3). Service staff and
4). Service facilities. Questionnaires were used as the research tool for collecting the primary
data. The data was analysis by using descriptive statistics such as percentage (%), frequency,
mean (X), standard deviation and inference statistics such as t-test and One-Way ANOVA.

As of the holistic study results shown the degree of service recipients satisfaction at highest
level (X = 4.79, SD = 0.62) or 95.69 percent. Considering in each dimension found that service
facilities has an average degree of satisfaction at the highest level (X = 4.79, SD = 0.63) or 95.85
percent; following by service processes (X = 4.79, SD = 0.63) or 95.70%. In service staff or
servicers shown the degree of satisfaction as high level (X = 4.78, SD = 0.63), or 95.68 percent
and service channels as highest level of satisfaction (X = 4.78, SD = 0.59), or 95.53 percent.

Finally, a comparative study of service recipients’ satisfaction level towards the quality of
service provided by local government organizations are differently between Samutprakarn and
Rayong provinces. In Chai Nat, service recipients are satisfied in various aspects non difference

at 0.05 statistic significant level.

Keywords: Customer Satisfaction; local government; Samutprakarn, Rayong and Chai Nat Provinces
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AW frunUsziiiu F Sig.

AUNTEUIL AUTDY AUAITUSANS  AUEIDIUNY
ASVIBTUABDY  NNANTIA  INLINLNANTD  AUELAIN
nsliusnms U yAansiliusnig

Feum 4.41 a.47 4.39 4.44 3.186 0.044*
(0.198) (0.176) (0.213) (0.255)

I8UDY 4.13 a.17 4.07 4.45 0.132  0.879
(0.260) (0.198) (0.248) (0.184)

AyNIUTING 4.41 a.57 4.38 4.59 6.064 0.006*
(0.109) (0.198) (0.21) (0.042)

M1579 5
NIsNAaeUANUANANTENINAIINIINe e lug AN N ITITUSITAULTUYIN 5 TuA U799

JININ fufivsadiu X 1 2 3 4

Feum 1 4.41 0.72 0.536 0330
2 4.47 0.890 0.013
3 4.39 0.016*
4 4.44

aunIuIINIg 1 4.41 0.010% 0.626 0.879
2 4.57 0.420 0.590
3 4.38 0.003*
4 4.59

vanewn : 1 vnefs anufeeladunszuiumavieduneumsliuins
2 yedia Anudanelasudemnenisliusnis
3 e mnufianelasnunisuinisandmihivieyaainsiliuinig
4 yanee amnufianelasnudssuasnrmayean

wag * wuedle dvdRynsatanseau 0.05
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(0.158) (0.218)

pouil 4 arwAndiuvesiuuinig

FFuuinmstianudaiiiuieafudymilunis
UIMsdansvesesdnsunasasduiosiu uen
mulsziiusieg il

1. n1sfdusInveslseyvu J3uusnsd
ANNARLTWIY nsuimsluguoudiuun 910
anudlalunsiidiusin uarluseazBoniien
Aunisailiuanulufanssunselasenis Usseiwsuy
dnllvgidlinduansmudndivemuietuls

nsanfunuene Wuusieaivayuniuiy
VIORUININSAIUOWRE Jemslyinisde
Aanssuvieniiuaniasu Bous Tnsléimelulad
adglmdlilulselovd wu Jyusuesulat vie
msifanssufiduaiunisndiuanioon nasnds
aslalenalivseyvwdluddusiulunis
LLfﬂmﬂmwwqﬂaiiﬂﬁLﬁﬂﬁuiuszwdwaﬁWLﬁumu
Aanssusney anBaniiiduey wagaasliay
gneaauTv¥Itu LarduaSudenangilyan

dun1siusesgunwaIngudavinisdidensarsivne (TC) aglungui 1 arvayvemansuasdenuasns



144

viosRusineg ugnmilviussvulasuiuazily
Uf U

2. MIvImsdans J3uuinisiinnudauiiu
11 NM3UBMINUTEIRIANSUNATDSEILTB AN
duliidulumundnsssinivia dufienisuims
Alafuldaamdndfisssn vénausssn vdnam
U3l nannsidusiu nanausuRnveU waz
VANAUALAT

3. 1AT9IN15UazAINTIUNIUATYIAD /35U
usn1sfiannuAniiuln esAnsUunATosd U
Wesdudrunniunisiarinlasanisfiieades
fulpssasraitugiu Tasawizauu lulih Jseu
vy UudslassnsfitisafuiasugAavosyuoy
W Faufagury n1sduasundnsiue OTOP
TneflosAnsunasesduriasdudslilinnuddy
wirfians

ayunan1siaTeidaya

AsAneIITESes nsUsaliunnufianela
suaa@%Uu%ﬂﬂsﬁﬁﬁiamﬂﬁu‘%msmaqaqﬁmﬂﬂmaq
druviesiulauuszana 2560 Wunsdsadoya
mﬂQ’m%’U‘u‘%msﬁuaqaaﬁﬂsﬂﬂmaadauﬁaﬁu
lufwindoum svees aynsusnis 91w 31
wie TogvinisussdiuniuaunInnisiiuinig
$1UU 4 $u Fie AunszUILMSTRTUREUNSIY
USNTS AUTBINNSIAUSANT ATUNISUSNITIN

WIhAvSayAa NSNS wagaudseduie
AMUELAIN ImEJLLU'@mamﬁmwﬁ%gaaamﬂu

v
v a

fail
1. foyamly
NAUAIBENEUITUUINITVRIBIANTUNATEY

dwiesiuludminamsusinig wuin g

aglufaininaynsusinig sesasun e Janin

2804 wardawindeum muadu wasdsuiuy

Ph.D. in Social Sciences Journal (Special Issue. October 2018)

nsunasesaulugidussdnisusmsdiudiva
50984931 A InFAUIaAIUA

2. M3AnIsEAUANUNWelaveIUTEUUU
A3uUsnslunmsiunsAneseAuauiianela
”i,umws'amaq;:I%fuu’%miﬁﬁm'amﬂﬁu’%maﬁuaa

1%
v

s | v a & ]
2IANTUNATDIAIUNDINU LenL U 2 NS AU

INNANITANYITEAUANUNINDTIVD S
ﬂszsuwu;j%’w%ﬂ131‘7iﬁ6iaﬂwﬂﬁu%ﬂﬁmaaaqﬁm
UnAsesdruriosdiu wul1 aufisnalaves
Ussanugiuuiniseglusedusnndige (X = 4.79,
SD = 0.62) #505uay 95.69 lagianalaniu
Fesusanuazan Wususuusn (X = 4.79,
SD = 0.63) viie¥ovay 95.85 Lipsananuies
WOUBIRIEIUIBANINEEAIN 19U Ti9ensn o
Wisdnviansisas fidaressuudnis seeadu fu
nsTUIUNMsTReTunaunsltuInns (X = 4.79, SD
= 0.63) ®393088% 95.70 AIUAITUIAITIINLDN
yihdivisoyaansiiliuinig (X = 4.78, 5D = 0.63)
395088y 95.68 WAYA LTINS IHAUSANS (X =
4.78, SD = 0.59) visedasaz 95.53 waviilousnidu
edandn nud Sminamsunns Wudmiad
Fsurinstieruiionslasnniian sesasndmin
2899 LAINIATIUIN AUAIAU

3. MsSeuiisuauiianelavessFuuinis

fiflonnnmnslviuinisvesesdnsunasesdiu
yiosduszninedaninaymsUsnig szued Lz
Foum
HanN1sAN¥INISIUSEUsuAuianelaves
Juuinisifivonuainnisliuinsvesesdns
Unesesduviosdiulunmsu funszuiunmsie
Fumeunsliuinig dFumsuinisnnidmihi
voynansiliuing fMudemnenislvuinig

LALATUEIDNIUILANUALAIN SI1YFINTA WAL

dun1siusesgunwangudavinisdndensarsine (TC) aglungui 1 arvayvemansuasdenuasng



EULL‘UUﬁuaaam‘mUﬂmaaa'auﬁmﬁu NANIT
WATnveya wud gFUUin1svetasinsunases
drwisaduludminszeeinnufionelalusiu
#97 TUsziduuaneneiu daudavinaymsusns
wazdanriadewm guusnisiianuiianelalumy
feq Aivszdiuldunnenedy egrelidedfaymng
adf fisedu 0.05 dmsunisiTeuiisuanudia
welaszmineguuuuvesesdnsUnAsesdILTiDafy
lnedFuusnisianuiisneladenisliuinisves
a9AnsUnAsasdLTiasiiu Tnan nsiuLazsed
Taiunneineiu o seduiioddaynadia 0.05 Tude
Asuusnsiianuisnalaluseduinn

A1saAUTI8Na

NKANTANY Q%ﬁalé’aﬁﬂﬁawaﬁm‘f RN
W 2 Ysediu il

1. mmﬁwa‘twaaﬁ%uu‘%ﬂﬁﬁﬁmmﬂﬁ
U3nsvednsAnsunasesaiuiosduluninsay wu
1 fFurimsiifinensliuinisvesesinsunnses
duviesiiu eglusziuaniign Wefinnsandy
Usziitu tufe fanufioneladudssiuieniny
AYAIN SO9ANLN FIUNTTUIUNTHITURDUNIS
T#u3ns funsuinmsanidmihiivieyaains
Flu3ng warsureanennsliuinas lavesAns
Unasesdruiesdulddaaisutunoulunislel
wsmslimeuansdnmdenan il w7y
Auuztinslins Jangunsalilfivanesonis
Wiun1s Fevhligsuusnisiianuitanelalunm
sudinunnsenisliusnsaenndestunuifnves
Etzel (2014) Benanriimsdnnisaanmnisuinig
Y9309FNTHUASIZATeEs 1) NsAanLAInTs
e uslan 2) mvinszruauaaniinngy
anAnd vy wag3) WeeIUINYIAUAINNIS
Usnisiiimfleninseruainumaniavesusing

NIEIuUadiansdianeans aduiiey (gainy 2561)

145

Fsazdamalsifusloaldsuanuienelosudunam
nsalkandeenivauIANluN1UINTOIYARRSY
L*ﬂumamﬂmim‘%&mLﬁaumi%’uﬁéﬁlﬁ%mﬂmi
U35 ldhandunmssuusnsvsenslvusnslu
sgﬁuﬁmqﬁums%’uiﬁaﬁmwi’qLﬁ'mﬁumsﬁ%ms
thy (Daechakoop, 2012) LutfeiuNan1sANY
299 ChomBueng Rajabhat University (2016) Wu
1 AN MNSTUINMIveIRIinIsUSINIdIusiUa
Ueadludunsyuiunisuadunaumsliuinig
é’wuﬁmﬂﬂﬁ;ﬂﬁu‘%ms ATUYDINNITIAUI NS
LLaxﬁﬂu?ha"wmammazmmqﬂ@’fmiumwsm
oglusziu 8 Fuduseiunmunniideudnagann
AvUUTINREY 4.45 wioAnduSouas 89.15 uand
TRAuIuwInIansusmsdanistunisliusnig
yasaarnsUnasasdiosduliassrnuiianele
IfuUseyvud SuUIng Fay eernsUnAses
dauvipsdumsiRmAuMLATINATE LTI
Unsidetulmiloninsedunnunantives
;:flﬁfj’u'%msl,ﬁaﬁawam'ammﬁawaiwmﬂisﬁuwu
2. 1nuan1sinwiioliouiiauaiudia
wa‘Lﬁlmaaﬂswwu;ﬁ%’w%msﬁﬁmms’lﬁu%mi
yoseeAnsUnAsasduviesiu Tnaudazdaniale
Wiguiguanuianelanunssuiunisuse
Funaunslirusns sumsusnmsandmihiinge
yﬂmﬂsﬁlﬁu‘%mi ANUYBINNNITIAUSNNS LAy
sudssIsmLazIn WU fFuuinnsEneg
yasarnsUnasesduvieaduludmindumn uaz
aunsUsINs nnaianelaludusingg sy
waneinafiy nanfe fivuinisludwmiadeun
Aanufianalan1uyeanien1sliusnisuinnaa
B denndasiunanisAneves Sukhothai
Thammathirat University (2016) WU’i'w:\JI’%JUU%Mi
fanufianelaegluszauanniigaluyng su lag

v

Sesaauanuntumdeslanll audvth gl

dun1siusesgunwaIngudavinisdidensarsivne (TC) aglungui 1 arvayvemansuasdenuasns



146

WEMs sudumeunsliusnmstomnensiiuins
AU IEANEZAIN dmiudSuuinsves
awﬁﬂiﬂﬂmaaﬁ'auv’faa5u1ué’]’w'°a’maamwswms
wardurinszeasdianuianelasonisiiusnsniu
AsieAuaTAIN IINNTTLBLY denadeiiy
NaN3ANY1VBS Nammeung (2017) oAy
welavasuszaauiidinenisliusnis (customer
satisfaction) TufifinuaaunImnisliusnis
Uimsdessindgeeny uazaufinns inaunamua
wiu Sneliios Tawianglen wun ANUianela
yesgfFuuinisifisionisliuinisvesauuing
Lﬁaé’ﬁwﬁqamq WaEAUNNIS WAUIaRIUAaLY
U Tnoamsumnniian efiansanduses
w1 Fudifieedoniigaldun fudesiune
AUAYAIN SOIAWN AD AUNTEUIUNNSUATTY
AOUNITIAUING LERIIN89ANTUNATEIEIUYBS
AuBandnuazdaselunisTiusnisussaaudu
dudseneulumsufofau e liduinuaundn
Shlegaas e ilite sz uiin3uu3ns e
SUAUAZAINLAYTIALSINNTRININSIAUS AT
LAz AIEIUIEAUAZAINTINTITUAILE DINTS
HOAARDINUNENANTUSNNTANEITULAULLIAAUDS
Penchansky and Thomas (1981) fifluunAeinis
Tusnslussuuudnsivneauasiintusening
@%U'%ﬂml,azszuwaamﬂﬁu‘%miﬁumgmuﬁ?u
FalviuIn1seaneLiies auANABINITYRIRLY
usnsaznelmiamuianelasensgusnig way
ANSERNTUAMAINUBINITUINNS
Tuvaginsiisuiisumnuiianslave sy
U'%miﬁ'f&’]LLuﬂmmgULLuumaanﬁﬂsUﬂmaqaﬁu
Viesdu nudinsliunisesesdnsunasesdu
ﬁaﬁuﬁ'a@ugﬂLLUUmeauazmﬁ'miu%mi
dausiua §3UUTn1se1eg vesesAnsUnATes
druriesduludmiadeumuazaynssnis 4

Ph.D. in Social Sciences Journal (Special Issue. October 2018)

aufianelaludiusingg Aliwaneetu dudely
AmsImANanalaeglusgduLn Wadenaifu
NSE A UIAUAZAINT WNAUIALAZBIRNTS
USmsdawiuaiidnuasfivileusu uenani
wavaianwdanndgusfumauiadua 39
Inswenns 1wy yaaIns wuseann e1msaniy
7l gunsalludinan liwnnssiussdnisuims
drudnuannin

LGRS

1. 99An15398 wu1AuInelaves
ﬂswwu;ﬁ%’w%ﬂﬁﬁﬁeiaﬂﬁﬁlﬁu'%ﬂ’mmaqﬁm
Unasesduviesduaglusefuuiniian Taegdu
Usnstudminduumuasaymsusinis Ianuia
weladudoawnsnisusmsiusuduusn Tuvg
figudminiinliuinadususuaaine fay
psAnsUnATDIEILRIRUMTITENA LN
DRl eanesion1sliuInIs

2. mﬂmmﬁmLﬁwaq;ﬁuu%miﬁﬁaqm*ﬁ
Tiuszanaudundldusmnlunisandusuaniu
ImqmsLLaxﬁﬁmsiumamwgﬁaﬁﬁwﬁam VY94
3AnsUNATOSEILTIDIRY LAzAITITABIUTUUT
nsusmsinnsluguyulidulunundnsssun
Avna iauﬁgﬁmﬁﬂmmﬁ/ﬁaﬂssumamwgﬁﬂ
ioduaiuiasugiariosiu ey esdnsunAses
duvisiiumsazySuasunsuimsianisiisjeg
ANduLTsveeAns wu Walomaliusenvu
Wrsnfidausaulufanssuvielasanisengg 4
parnsUnATesdITR B usAUIMITAnIslnedn
wdnsIsINAUIa SIS eRans Y
maAsugia WloduaRuATysAaviedu Msaia
InansnsauzvesUszrviliinnty nsiesuadng
pnmanliduuds laun snuludmiadeum
Jusu

dun1siusesgunwangudavinisdndensarsine (TC) aglungui 1 arvayvemansuasdenuasng



NIEIuUadiansdianeans aduiiey (gainy 2561) 147

Reference

Allport, G. W. (1967). “Attitudes”, In Fishbein, M. (ed.). Theory and measurement. New York :
John Wiley and sons.

Chalermchirarat, V. (2010). Quality in service (5" edition). Bangkok: fine print. [In Thai]

Chom Bueng Rajabhat University. (2016). On the evaluation of people’s satisfaction toward
the service of the district administration organization, Bo, Lee district, Chiang Mai. [In Thai]

Choupraseart, C. (2009). Marketing services. Bangkok: SE-EDUCATION. [In Thai]

Daechakoop J. (2012). Basic knowledge of service psychology in the instructional package.
Service Psychology Unit 1-7. Nonthaburi : Sukhothai Thammathirat University. [In Thai]
Douglas, C. M. (2007). Desien and Analysis of Experiments (6" ed.). New York : John Willey & Sons.
Department of Local Administration. (2015). Guide to monitoring and evaluating the preparation

and conversion of the plan into the practice of the local administration. Bangkok. [In Thai]

Etzel, M..J. (2014). Marketing (12™ ed.). New York: McGraw-Hill/lrwin.

Faculty of Humanities and Social Sciences Lampang Rajabhat University. (2016) Public satisfaction
on service of Wang Din District Municipality, Lamphun Province. Lampang Rajabhat
University. [In Thai]

Krejcie, R. V. & Morgan, D. W. (1970). Determining Sample Size for Research Activities. Educational
and Psychological Measurement, 30(3), 607-610.

Kolter, P. (2010). Marketing management (The Millennium ed.). New Jersey: Prentice Hall.

Millet, J. D. (1954). Management in the publics service: The quest for effective performance.
New York : Mcgraw - Hill.

Nammeung, C. (2017). Customer satisfaction in terms of quality of services, services, subsistence
allowances, elderly and disabled people, Municipality of Mae Ping District, Muang District,
Phayao Province. [In Thail

Penchansky, R., & Thomas, J. W. (1981). The concept of access definition and relationship to
consumer satisfaction. Medical Care, 19(2), 127-140.

Puang-ngam, K.(2013). Local goverment principles and new dimensions in the future. Bangkok :
Winyuchom. [In Thai]

Rust, R. T., &Oliver, R .L. (1994). Service quality: New directions in theory and practice. USA: SAGE.

Srisaard, B. (2013). Preliminary research. Bangkok : Suveeriyasarn. [In Thai]

Sukhothai Thammathirat Open University. (2016). Satisfaction of service recipients on service of

Bangkruay Municipality, Bang Kruay District, Nonthaburi Province. [In Thail

dun1siusesgunwaIngudavinisdidensarsivne (TC) aglungui 1 arvayvemansuasdenuasns



