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ABSTRACT

The objective of this independent study was to examine people satisfaction towards
service quality of Civil Registration Division of Bangkhae District Office in Bangkok. With the
Accidental Sampling approach, 400 people who took services from the specified office were
selected to be research samplings. In order to acquire data from those mentioned samplings, the
interview made through questionnaires, as the research tool, was applied; then, the descriptive
statistics, composing of frequencies, percentages and means were used to analyze all given data.

The findings of this study showed that most respondents were single males aged
between 30-39 years with Bachelor’s degree and earned monthly income at the higher amount of
15,001 baht. The majority was employees and company officers and mostly came to the
mentioned office once to take Identity Card affairs during 12.01 — 14.00 hrs. It was found that
according to the house registration record, their residences were located in Bangkhae district area.

Hereafter were shown the factors which were respectively ranked at high level of
satisfaction: Assurance, Customer Responsiveness, Credibility, Individual Attention and Physical

Appearance.



