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Abstract

This research paper aimed to examine the influence of service quality on
the satisfaction of service users at the Li District Revenue Office, Lamphun
Province. The study employed a quantitative research method using an online
questionnaire as the research instrument. The sample consisted of 382 taxpayers
or citizens who received services at the Li District Revenue Office. The instrument
demonstrated high reliability, with a Cronbach’s Alpha coefficient of 0.830. Data
were analysed using multiple regression analysis.

The findings revealed that three dimensions of service quality significantly
affected user satisfaction at the 0.05 level, namely tangibles (B = 0.586), reliability
(B = 0.224), and responsiveness (B = 0.202). The coefficient of determination (R2)
was 0.885, indicating that 88.50% of the variance in satisfaction could be
explained by the service quality variables. The results suggest that continuous
improvement in service quality, particularly in reliability, responsiveness, and
tangibles, can enhance user satisfaction and strengthen the positive image of the
Li District Revenue Office, Lamphun Province.
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