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ABSTRACT

The objectives of the study were to (1) examine citizen satisfaction towards Registry
Office of Mueang Roi-Et District Office’s service quality, (2) identify the factors affecting
citizen satisfaction (gender, age, education, and occupation), and (3) study citizen
recommendations toward Registry Office of Mueang Roi-Et District Office’s service quality.
The 30-question questionnaires were distributed to 363 participants who used services provided
by Mueang Roi-Et District Office. Confident level of 0.97 was constructed throughout the study.
Statistics used to analyze the data are frequency, percentage, standard deviation. Statistical
hypothesis tests used in the study are t-test, F-test (One-way ANOVA) with significant level of
0.05.

Research result found that: 1) Majority of citizens who used services provided by

Mueang Roi-Et District Office are female farmers between the ages of 31-40 years old with
primary level of education. 2) Overall citizen satisfactions are high. Citizen satisfaction can be
ranked from high to low as follows: - (1) process/procedures, (2) venue and environment, (3)
facilities, (4) service quality, (5) officers/staffs, and (5) information.
3) Citizens with different gender, education level, and occupation do not have significantly
different satisfactory level towards the services. However, citizens with different ages have

significantly different satisfactory level towards the services in terms of venues/environment.



4) Citizens who used services provided by Mueang Roi-Et District Office recommended the
Office to (1) provide copied service in the venue, (2) frequently clean the areas, (3) supply
enough desks and chairs for the citizens to fill out and prepare the forms, (4) have more channels
to provide information, (5) train their officers/staff to provide clear instructions on every
steps/procedures, (6) implement queuing system, (7) have designated area for elderlies and
disabilities, (8) have service for illiterates, (9) improve environments within the venue, and (10)

shorten procedures to have efficient service.



