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ABSTRACT

The objective of this independent study was to investigate the service quality of tax
collection and the guidelines for developing the quality of the tax collection service of Ubon
Ratchathani Provincial Excise Office. A questionnaire was used as a research instrument to collect
data from the sample of 382 individuals. Interview was also used to collect data from 17
interviewees. Data were analyzed using statistics, including percentage, mean, standard deviation

and content analysis.
The research results indicated as follows:

1. The overall quality of tax collection service of Ubon Ratchathani Provincial Excise
Office was at a high level. When individual aspects were considered, an aspect with the highest
mean was office days and hours, followed by service point access difficulty, important facilities,
reliability, place, and people. An aspect with the lowest mean was perception of information about
the service / communication channel.

2. The guidelines for developing the quality of tax collection service of Ubon
Ratchathani Provincial Excise Office included 1) in terms of place, transportation modes that can
more easily access service places should be increased. Mobile service unit should be available to

accept tax payments outside the place. Waiting seats should be available. and adequate parking



should be provided for service recipients. 2) in terms of office days and hours, most people thought
that the quality of office hours was good due to punctual and consistent opening and closing and
lunch break. 3) in terms of service point access difficulty, a public service room should be available
on the first floor to facilitate the elderly, the disabled and pregnant women. A modern queue card
system should be provided. 4) in terms of reliability, civil registration information linkage system
with the Department of Provincial Administration should be available in greater stable manner. A
modern system for printing application and high-performance computer for the speed of service. 5)
in terms of important facilities, most people thought that the quality was good due to the office’s
provision of facilities such as WIFI, drinking water, computers, etc., and enough and complete
supplies to meet the service demand. 6). In terms of perception of information about services /
communication channels, public relations and introducing channels of contact and news perception
should be promoted. modern tax payment / license renewal notification system that can reach the
public thoroughly. 7) in terms of people, staff should be trained on service-mindedness and good
service regularly and any other skills required to serve.

Keywords : Guidelines for Developing, Quality Service, Tax Collection
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