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The Assessment of Service Users’ Satisfaction towards the Public Services
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Abstract

This research aimed to 1) study the level of service users’ satisfaction and 2)
propose guidelines for providing the public services. The survey study enquired people’s
opinions about the public services of Kho Hong Town Municipality on issues of applying
permission for construction, emergency medical services (EMS cars), tax collection of
land and buildings, and new old age registration; for four main parts: procedures,
channels, officials, and facilities. The population of the survey was 3,704 service users
who used service during the 1% of January to 30" September in 2020. The calculation of
the sample was conducted by Taro Yamane’s formula with the reliability at 95. The
Stratified Sampling technique was used to assess 361 participants in total. The tools to

collect the data for both the primary and secondary levels got started from studying
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documents, textbooks, ideas, theories, and related research; together with setting up the
aims and scope by building the questionnaires. The SPSS software was used to analyze
the data with the descriptive statistics: frequency, percentage, mean and standard
deviation.

The results of the study revealed that most participants were women at 199 or
55.1 percent, with the ages higher than 60 at 166 or 32.1 percent, married at 175 or 48.5
percent, with the careers in commerce or as a freelancer at 65 or 18.0 percent, with the
bachelor’s degree at 107 or 29.6 percent, with the salary between 10,001 — 15,000 Baht
at 81 or 22.4 percent. Most participants used services from 1 to 5 times a year at 278 or
77.0 percent. The participants who used services from 8.30 a.m. to 10.00 a.m. were at
126 or 34.9 percent; most of them used services of tax collection of land and buildings
at 201 or 55.7 percent, emergency medical (EMS cars) at 79 or 21.9 percent, new old age
registration at 56 or 15.5 percent, and applying permission for construction at 25 or 6.9
percent.
Keywords: Satisfaction Assessment, Service Users, Public Services, Khohong Town

Municipality
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