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Abstract

This independent research aims to study 1. To study the level of expectations of
service users filing income tax returns. 2. To study the quality level of service provided by
officials 3.To study the level of satisfaction of service users. 4. To study the influence of
expectations and service quality that affect service users' satisfaction in filing income tax
returns. The sample group used in this research included 418 people who came to use the
services at the Huai Khwang Area Revenue Office, Huai Khwang Branch 1, using a
questionnaire as a tool for collecting data. The respondents were asked to scan a QR code
to answer via Google form and the researcher collected them to analyze the data using
descriptive statistics. which includes Frequency distribution, percentage, mean, and standard
deviation. Data analysis using inferential statistics consists of Multiple Regression Analysis

(MRA) or MRA.

The results of the study found that the level of expectations of service users in filing
income tax returns. Overall, it is at a high level. When considering each aspect, it was found
that expectation of effort towards action or performance came first, followed by expectation
of action and result or result of performance. and expectations of the value of the results,

respectively.

For the quality level of service provided by the staff Overall, it is at the highest level.
When considering each aspect, it was found that the concrete aspect of the service Comes
first, followed by reliability in service. Compassionate aspect Response to service needs in

terms of building confidence for service users, respectively

The overall satisfaction level of service users is at the highest level. When

considering each aspect, it was found that services were provided equally. is the first priority,



followed by providing quick and timely service Providing adequate service Continuous

service Providing services progressively

For the influence of expectations and service quality that affect service users'
satisfaction in filing income tax returns. The results of the hypothesis testing found that the
expectations of service users and the quality of service provided by officials In terms of
sympathy Expectation of the value of the results Expectation of effort towards action or
performance Concrete aspect of service It has a positive effect on the satisfaction of service
users in submitting income tax returns at the Area Revenue Office, Huai Khwang 1 Branch,
and can explain 53.70 percent of the variance in user satisfaction at the significance level of
0.05. that the expectations of service users and the quality of service provided by staff in
terms of compassion It has the greatest effect on the satisfaction of service users. Next is the
expectation of the value of the results. Expectation of effort towards action or performance

and the concreteness of the service, respectively.

Keywords: Quality of service, expectations Service user, satisfaction
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