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ABSTRACT

This independent study aimed to investigate customer satisfaction towards service
quality of Office of Business Development, Lamphun province. Research samplings were
identified to 368 users who received the following types of service from the studied office:
business registration and business information. Questionnaires were used as the research tool to
collect data; then, all obtained data were analyzed by the descriptive statistic including frequency,
percentage and mean.

The findings revealed that most users were 20 — 29 years old females with
Bachelor’s degree, attaching to the accounting business (partnership or company). As to the
business information service type, the majority came to the studied office to request for business
certification. In the meanwhile, as to the business registration service type, the majority came to
the studied office to register for Registered Ordinary Partnerships/Limited Partnership. They
mostly came to the studied office between 08.30 — 10.00 hrs. with the frequency of 2 — 3

times/month.



The results of the study on customer satisfaction towards service quality of Office of
Business Development, Lamphun province indicated that the users had high level of satisfaction
to all service quality elements: responsiveness, assurance performance, empathy, reliability, and
tangibility, respectively.

The users satisfied with sub-elements of the mentioned service quality elements as
follows.

In reliability element, the users satisfied the most with the accuracy in providing
services of staff, as the requested documents were always correctly offered without mistake (at
high level); followed by the capacity in offering rapid solutions (at high level).

In assurance performance element, the users satisfied the most with the politeness of
staff (at high level); followed by the accuracy of data provided (at high level).

In tangibility element, the users satisfied the most with the cleanliness and beauty of
office environment (at high level); followed by the tidiness and beauty of staff’s uniform (at high
level).

In empathy element, the users satisfied the most with the staff who clearly and
correctly understood customer’s need (at high level); followed by the friendliness of staff as they
served customers with smiley face and polite conversation (at high level).

In responsiveness element, the users satisfied the most with the full-willingness of
staff to provide services (at high level); followed by the readiness of staff to serve customers

properly (at high level).



