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ABSTRACT

The purpose of this independent study was to study the tax payer’s satisfaction in Chiang
Mai revenue office, area 2, towards service quality for submitting tax forms and paying personal
income tax via the internet. Data were collected, using questionnaires that related with
expectations and perceptions of e-service quality, from 407 user samples by using quota
sampling. The data were analyzed by frequency, percentage, means and T-test statistics.

The result showed that most of the respondents were married female, 21-60 years old,
graduated with a bachelor degree, working at employee or officer position, earning income
between 10,001 — 20,000 baht per month, submitting tax forms and paying taxes in March. The
most important reasons for submitting tax forms and paying taxes via internet were time saved,
convenient and short time used.

The analysis of expectations and perceptions within service quality for submitting tax
forms and paying personal income tax via the internet was divided into 5 parts of service quality.
It showed that average of expectations were higher than average of perceptions significantly in
every parts of service quality.

In terms of web site design, it was found that the respondents’ expectations were at a

highest level and respondents’ perceptions were at a high level. Average of expectations were



higher than average of perceptions significantly. There were different in the factors of content,
web site aesthetic, and navigation.

In terms of reliability, it was found that the respondents’ expectations were at a highest
level and respondents’ perceptions were at a high level. Average of expectations were higher than
average of perceptions significantly. There were different in the factors of data accuracy,
fulfillment and the promised.

In terms of responsiveness, it was found that the respondents’ expectations were at a
highest level and respondents’ perceptions were at a high level. Average of expectations were
higher than average of perceptions significantly. There were different in every factors of
responsiveness: navigation speed, information retrieval, quick response, arranging for online
guarantees and appropriate service.

In terms of trust, it was found that the respondents’ expectations were at a high level and
respondents’ perceptions were at a high level. Average of expectations were higher than average
of perceptions significantly. There were different in the factors of offering knowledge and trust of
interface properties.

In terms of personalization, it was found that the respondents’ expectations were at a
highest level and respondents’ perceptions were at a high level. Average of expectations were
higher than average of perceptions significantly. There were different in every factors of
personalization: personal acknowledgements, individual satisfaction for online services and help,
comment and suggestion and individual attentions.

The results demonstrated that the respondents were satisfied in the services. However,
service improvement was still required.

The important problems for submitting tax forms and paying personal income tax via the
internet were the difficulty of understanding data entry and method, step in applying services and

unconfident for submitting tax forms and paying personal income tax via the internet.



