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Customer Satisfaction Towards Service Quality of The Office of Business

Development,Chiang Mai Province
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ABSTRACT

The study on “Customer Satisfaction towards Service Quality of the Office of Business Development, Chiang
Mai Province” dimed to examine customer satisfaction towards service quality of the studied office. Samples of this
study were identified to 400 entrepreneurs and accounting or legal agents, who took business registration, business
information, and business supervision services at the Office of Business Development, Chiang Mai Province.
Questionnaires were used as the tool to collect data. The data obtained were, then, analyzed by statistics namely
frequency, percentage, mean, and standard deviation.

The finding presented that percentage of female respondents (53.50% or 214 out of 400 samples) was
higher than male respondents. The majority (126 respondents or 31.50%) was in the age of 30-39 years old. Their
education background was bachelor’s degree (121 respondents or 30.25%). Most of them (112 respondents or
28.00%) were accounting agents, registered as ordinary partnerships/limited partnership (182 respondents or
45.50%). They mostly came to the studied office during 08.30-10.00 hrs (186 respondents or 46.50%), at the
frequency of 1 time per month (105 respondent or 26.25%).
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The respondents rated their overall satisfaction towards service quality of the Office of Business
Development, Chiang Mai province at high level (at a mean value of 3.83). In consideration of each component, the
respondents rated their satisfaction on all following service quality components at high level in descending order:
assurance (at a mean value of 3.94), empathy (at a mean value of 3.91), reliability (at a mean value of 3.86),
tangible (at a mean value of 3.75), and responsiveness (at a mean value of 3.68), respectively.

The respondents rated overall importance of service quality of the Office of Business Development, Chiang
Mai province at the highest level (at a mean value of 4.29). In consideration of each component, the respondents
rated the highest level of importance to following components, except for empathy, which was rated at high level, in
descending order: assurance (at a mean value of 4.51), tangible (at a mean value of 4.32), reliability (at a mean
value of 4.30), responsiveness (at a mean value of 4.21), and empathy (at a mean value of 4.12), respectively.

Results of the comparative study done between level of satisfaction and level of importance that the
customers rated for the service quality of the Office of Business Development, Chiang Mai province were presented
as follows. Tangible component was found in Quadrant A, which signified an attribute that was important to
customers, but did not respond to their satisfaction adequately. Reliability and assurance components, which were
rated at high level, were found in Quadrant B, which signified an attribute that should be sustained and developed.
Responsiveness component was found in Quadrant C, which signified an attribute with low priority to be improved.
Empathy component was found in Quadrant D, which signified an attribute that was over important to the
customers.

According to results of the analysis on level of satisfaction and level of importance that the customers rated
for the service quality of the Office of Business Development, Chiang Mai province, the researcher has some
suggestions to be proposed as follows. 1. There should be staff in charge who can provide rapid services, especially
on business information service (issuing letter of certificate/certified copy). Furthermore, arrangements of trainings,
employee assessment, and job description should be done regularly. 2. Monitoring and assessment should be
performed to push staff in each shift to work with full effort. In addition, 5-S activities should be held regularly.
3. There should be skillful staff in providing basic information and specific subject to customers. The KM should be
also conducted within a unit at once in a month. In addition, employee assessment should be done regularly. 4.
Service procedures should be simplified and clear for different types of customer. Service pattern and flow chart, as
well as instruction or announcement on service process should be posted at the clear place with easy-to-understand

content.
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