IAIRAILIGINALENaIUNTIN TN o atuil b NunIAN-8aaAN b&os

63
Journal of Business and Industrial Development. Vol.6, No.2, May. - Aug. 2026

UNAIUIY

INTNAVBIAUNINNITUTNTNdanasaaduianalavasyTuuInisdrineungs

AIMIAUATNUY

3% SUYS
JudaIng1de UrIne1denenseans
v guna o ogse* way Ugtuv Anddugns

MATYIUINTEINT AERaUMENSLaEINGINITIANTT W INendelnunsmans

* finususvanuay Insdnel 0828245154 Biwa: Pattama.s@ku.ac.th DOI: 10.14416/).bid.2026.08.005
Fuidle 11 wwiou 2569 wiluidle 26 N wAIAN 2569 meviuile 8 N3NYIAL 2569 weunsoaulail 31 Asvaw 2569
© 2026 King Mongkut’s University of Technology North Bangkok. All Rights Reserved.

unAnga
N157381309 “BnSnavesnunInnIsuININdwasionuianelave s SuuImsddnanuadsdmdn

= o

uasnu” AingUszasAlie (1) AnwiszAununInnisusnisuazauianelavesSuuing wag (2) Tasien

' = s '

dnsnavesnunImNIsUSIsRSideruiianelaveyiuuinis aeldnseunuiAniesuleauduiussenINg

U

nszuIuNsIiUSMsLagNadnsveszuLUINTg M53dedud s3ua Iduuvaeuaudueiaadelunisiiu
FIWTITOYAINFUNUMIIBITUUALEINAAABTIINT T1UU 400 AU AT IEUayafIsadAdans TaiuILaEnIs

AATIEVINTAN0BLLTINY AN HANITITENUIN AMAMNITUINISIAeTINeglusEaugeign (X = 4.73,SD. =

'
a

0.445) uagAnuiisnalavewsuuinisiaeniuegluseauaiign (X = 4.70, S.D. = 0.458) KANTNARDUANNATIY

q

o

WU ANAINNITUINSEBVENATUINsaauianelavesFuuIn1sed nilduddyvaiansedu . 05 g

o
o

wuUTIaesEINsaduIeANLUIUTINTRIANUN N laldSeuar 83.4 (Adjusted R? = 834, p < .05) il &
AU lanazIIngSuUINg wagaunslviaudula d8vSnadeauiianelanniign wan1s3Teasvieuly
WININSAUIANAINASEUINNSIIUENS tnslamznsasuasnennudilagsuuinisuasaulionviyues

Wnthi SunumddrenisenseauanuiisnalavesdFuuinislumhenunisadasyiudamin

AdAy: AunnnsluIng anuitanelavesiTuuins dninnuadedmin

NN39198eUNAY: 85%5 Beuns Unvan gEena w aysen uaz dgtuv dnadugus. (2569). dnsnavesnanInnITu3nIsiada
floA 1IN l9YegsUUTNITANINIIUAAITIN TAUATILY. 1A ISHRNIGTAIAZgAAINNTIN, 6(2), 63-TT.




NIATNAWGINWATNAMNTIU TN © atufl b NuA1AL-GAN beoe

64

&
Research Article

The Influence of Service Quality on Service Recipients at the Nakhon

Journal of Business and Industrial Development. Vol.6, No.2, May. - Aug. 2026

Phanom Provincial Comptroller Office

Orachon Riabchalee
Graduation School, Kasetsart University, Bangkok, Thailand.
Pattama Suriyakul Na Ayudhya*, and Nattanan Saksamrit

Department of Business Administration, Faculty of Liberal Arts and Management Sciences, Kasetsart University,

Bangkok, Thailand.

*Corresponding Author, Tel. 082 824 5154, E-mail: Pattama.s@ku.ac.th DOI: 10.14416/j.bid.2026.08.005
Received 11 April 2026; Revised 26 May 2026; Accepted 8 July 2026; Published online: 31 August 2026
© 2026 King Mongkut’s University of Technology North Bangkok. All Rights Reserved.

Abstract

This study, entitled “The Influence of Service Quality on Service Recipients’ Satisfaction at the
Nakhon Phanom Provincial Comptroller Office,” aimed to (1) examine the levels of service quality and
service recipients satisfaction and (2) analyze the influence of service quality on customer satisfaction
within the framework that explains the relationship between service process and service outcomes. A
quantitative research design was employed. Data were collected using a structured questionnaire from
400 service recipients and representatives of public sector agencies who had contacted the Provincial
Comptroller Office. The data were analyzed using descriptive statistics and multiple regression analysis.
The findings revealed that the overall level of service quality was at the highest level (X = 4.73, S.D. =
0.445), and overall service recipients’ satisfaction was also at the highest level (X = 4.70, S.D. = 0.458).
The results of hypothesis testing indicated that service quality had a statistically significant positive
influence on service recipients’ satisfaction at the .05 level. The regression model explained 83.4% of
the variance in service recipients’ satisfaction (Adjusted R? = .834, p < .05). Among the five dimensions
of service quality, empathy and assurance were the strongest predictors of service recipients’ satisfaction.
The findings suggest that enhancing service processes, particularly in terms of understanding service
recipients and strengthening staff competence and reliability, plays a crucial role in improving service

recipients’ satisfaction in provincial public financial management offices.

Keywords: Service Quality, Service Recipients’ Satisfaction, Provincial Comptroller Office
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Undefievomanisiinsey §itedeimunuuinnguiiegissiuan 400 Ay
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A4 A a < v = . . = I < [
wsesilenldlunisiiusiusiudeyafewuuasuniu (Questionnaire) Fauusoenidu 3 oy laun
moufl 1 Tayamilurasnaunuuasuny
MBUN 2 WUUABUNNUAEINUANAINAITUINITAULWIAA SERVQUAL 3113w 5 iR
AoUN 3 wuudeumufIiuANTINelaveETuUINIS
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Pnduduvasuaulunaaedld (Try-out) Aunguitidnuazlndifssiunquiiegie wagAuinAIAL
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Tidiuinesesdledinnuaenndesnelunazdenudeiiufismedmsunmaihldldiiusiusiudeyasse (Hair et

al,, 2019)

< v
2.5 NI3NUIIVITINYBYA

N

@

Wedndumsiunusudeyannngudiegsiifinaeaudfinuinaeiisivun lneUssaunuiumenu

e

MAgITes LartnaringUsrasrvaInITITULNROULUUAD U NN UNSHOULUUADUATY
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1. afifFanssaun (Descriptive Statistics) lawn audl Sevas Aede wardnudosuuuinsgiu
iieaSuneanuazaluveinguiieg ez seiuALAnLil
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(2) sEAUANAINNTUINITHATANRTNELVBIRTULTNS

(3) HANINAFBUANNAFIWIENTIATIBNTANDBENY A
3.1 foyanaluvasgmeunuuseuniy

NNANAI8E1981WIY 400 AU WU Freuwuuaeuaudulngduwands (Foeaz 73.50) fo1gsenin
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Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error B
(Constant) .207 .103 2.013 .045%
supudugusssuresnsuinig 233 041 235 5.736 | .000*
fuanutndede 021 050 021 0.420 | .005*
ﬁmmwauauaﬂgﬂﬁﬂ .089 .047 .093 1.884 | .006*
shumslinnuiulauagiuuims 302 050 305 6.077 | .000%
mumadilauagIIngsuuinig 306 047 320 6.570 | .000%
R? = 0.856 Adjusted R’ = 0.834 SEE=0.160 F= 396.041

*P< 0.05
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