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Abstract

The researcher has seen gquidelines for the development service quality of agencies under Region Excise
Office 4. At present, the agency does not have guidelines for developing service quality according to the concept
of Parasuraman, Zeithaml, and Berry (1988), which has defined five dimensions for evaluating service quality,
which consist of concreteness, trustworthiness, responsiveness, assurance, and knowing and understanding.
The objectives of this research were 1) to study the level of service quality and the level of word of mouth of user
agencies under Region Excise Office 4, 2) to study the influence of service quality on the word of mouth of user
agencies under Region Excise Office 4, and 3) to study development guidelines. Service quality was affected
the word of mouth of user agencies under Region Excise Office 4. This research was a mixed-methods research,
both quantitative . and qualitative study. The sample group were 400 people who came to use the service by
requesting the permission to sell liquor, tobacco, and playing cards from the agencies under Region Excise Office
4. The research findings revealed that the majority of respondents had the highest level of opinion on the service's
quality. The aspect with the highest average value was trust, following by responsiveness concreteness, assurance,
knowing, and understanding, respectively. The most respondents had opinions on word of mouth at a high level.
An analysis of the relationship between service quality and word of mouth found that service quality has a high
influence on word of mouth at the 0.05 level in the positive direction. According to the assumptions
the development guidelines state that the office should have facilities for service recipients. Providing services
must consider the service recipient. When an error occurs, the agency should take action in mediathy. This will
make the service recipient impressed by the service. and spread the word of the good experience to other service

recipients.
Keyword: service quality; word of mouth; region excise office 4
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(n=400)
_ nsUBaNAB
AMNTNUFNIS — ——
r Sig. FEAUAIHANNUEG
1. mfml,ﬁugﬂﬁsﬁwmu‘%mi 43 .00 YIUNAN
2. arnidadatanelale 56 .00 UIUNan
3. NNIADUAHBIAIIHNABINS .66 .00 N
4. m'ﬁsfﬁmfnw,%ﬂﬁw%mﬁ%u%ma .68 .00 G
5. ﬂﬂﬁgf%’ﬂl,l,ml;ﬂyﬂsfmﬁ%u%ﬂﬁ 72 .00 G
378 .70 .00 6N

*TlpRAYnNIDRTI9zAU 0.05

. L C v .
91NM1519 4 91NN1TTLATIEN WUIT A1 Sig M1y .00 §9uanan .05 (0L =.05) AU
Femansnagllngn anadilE s mUA NI ngUssTNeEng auanadetalhonsdaln

ATRNITRBUNHUNATITNABINTG Gﬁuﬂ’]‘ﬁ?‘lﬂﬂ’mNL%ﬂﬁu@’ﬂa?ﬁu%ﬂ']‘ﬁ LL@‘&iﬂquﬂ’l’ﬁ’g’%/ﬂLLZ\]%L‘ZI’WT"VQT%U%ﬂ’]‘ﬁ 9 5

https://s008.tci-thaijo.org/index.php/IMSSNRU =€/ @ 72 E-mail: jmssnru@gmail com



2158153NEIMSPAMS UKISNENdeswsAinanauns UA 4 avuun 3 nsnmAu - Augngu 2567
JOURNAL OF MANAGEMENT SCIENCE SAKON NAKHON RAJABHAT UNIVERSITY e-ISSN 2774-0390  7g4
Volume 4 No. 3 July - September 2024

aud o NANEnIsUanusEAUfige (1 = .70) fun1susnaeuesy lwu3nanuaeuindeiadines

a

A3TNERANAT 4 auiisiddtyneafiniisziu .05 BadulUmuannfigiiasl

ANTN 5 UAAIHANTNARDUINNAZINLBIAMNINLENIAANITNg U390 auae@atinlhanelaln
ATUNNIABLANBIAITHABINTG ATWNNT AN BB WADH 51T uazammsganuazianla

Hlz13N13 funsuenaseesylsudniamasauludindmineuasnafinnad 4

) Std.
ADINTWLANTS B B t Sig.

Error
AR 51 19 2.58 00
—V"[’J’]NL‘ﬁuE‘ﬂﬁ‘jiN (xX1) 21 42 .18 5.00 .00
_anmidedialinelaln (x,) 27 70 23 4.98 .00
—NERBLAUENATIHABNNTS (X3 ) 24 73 25 3.41 .00
~naAnaidaiimarlaan (X, ) 22 68 20 3.26 00
31 .59 .36 5.40 .00

~nagdnuazienlaylainig (Xs)

R=.78 R% = 62 Adjusted R% = .61 SEE = .19 F = 126.50 Sig = .00

9INAN9N 5 WA A7 R 1L 78 Fepndsnanauntng 1 uassiiiiuanngadaulsnudeszney
pasRnLEng 5 andlaun armiingussen amnndedeliontaln nmmsmeustesasaesnng nstn
prwidasimaylaiants uaznisgdnuaznlaliEnng SaundnitsiunIsuanAnaedy lBLsN1aUIEgL
Tudsdndinenasanandnniail 4 Sefianneraduiiemndy 78

AT RA2 ) WL 62 WAy TMINN qUAILS AN SIEBUNENTUBNABT BN (LS N1V
tuderindninauassnaninnnad 4 Tnsesas 62

A Adjusted RA2 ) 7y 61 uaasiiin snunatuntanennsaisosas 61

A SEE iy 19 uansliiin aanaatmadenluntanenngaini .20

A" F iy 126,50 3 mifuannisannssnyguidaaaniiaduisnisidsuulaseasnisuanne
voaylrAnamnesmtuddadinuasananfnniai 4 Tanannandaaauiiosunelulnds 12650

AN Sig iy .00 & IianAmATHUENIS 5 AupELes 1 ANs BANANRUSTUNTUanae
vaaylsAnanssitudsdadinuasTnandnnai 4

A B LLﬂmﬁ\irﬁﬁﬂ\iﬁLmzéfuﬁumzﬁw‘éﬂm@wmmjuﬁqLLﬂiGTuﬁTgﬂ%mﬂmiLﬂﬁﬂuuﬂmwm@ffsLLﬂ‘a
i BArAsTiiniu 51 andulszans oanssaiuasiliugUsssimdu 21 amanuidedeliandala
WL .27 ATHANSABLERENATNHABINTSINTY .24 AnnnnsInATIideiumar lsuan1amndy .22 wazau

naganuazian e s Anawniy 0.31 ausaey
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AN £ 3 DA UTIA AN BIRvn T2 AT AT Las N A ALLISRT LS aWLSeN B9nL9nAn T aasan
AU 2.58 (Sig < .05) 5ﬂuﬂfgﬁul,ﬁu§ﬂﬁ'ﬁﬁul,viﬂﬁ’u 5.00 (Sig < .05) AnANEadalaanslalamariv
498 (Sig < .05) AMUMIFBURUBIATINABINTEWNTTL 3.41 (Sig < 05) Amnnsias@esiumer L Anismari 5.26
(Sig < 08) uszA g dnuaznlan ki Anawinifl 5.40 (Sig < 05) sadndty Sesmarsnidenannisnanes (add

9 =051+0.2106;) + 0.27 () + 0.24 (x3) + 0.22 (X4 ) + 0.31 (X5 )

Wy

9 = nmausnaeray rUAnamnssudeindinaEEIaIAnaad 4

x1 = AnugUe9Tw

x, = Ansdedelianelala

X3 = NIABLANBIAIIHABING

X4 = NaAadasiunnyrANNS

x5 = naganuazianlaylasng

e ¥V

i“’ﬂ"‘l’l 2 ﬂ’l‘i'uﬂ‘i’l"ﬁ‘l]@ﬂﬂt?ﬁ ATUATN

v
o

P ¥ & o o o s g
ﬂ’?‘j”J"VﬂL%\‘i@mﬂ"IWTuﬁ‘Nu N’J@‘EJ‘VI’Wﬂ"I‘j’JLﬂ‘j"lﬁfiLliﬂ‘iﬂ’?ﬂ‘g;ﬂﬂ’)'mWWNU?ZL@%Nqﬂinuﬂq‘jﬂNﬂ’mm N2

U

trustworthiness
questionnaire concreteness immediately
complete F providing information

.« mouth (ommummtionfL]CVi”t cause sger
shase opomtxorlm customers rcspomlblhty ston s

confidence goog e OffICIBIS reCElVIng influences
o ine guidelines
N develop standuds
recipient must
qua"ty SerVICQS like quickly ready ™"

mistakes

solving  gccyr E)(C|Se SerV|Ce needS facilities <
correct |, sed work part Off|ce staff time queue research

responding i ot
i good among
word rc.upacn name prowde want i : o
oy take order knowing

or
regional translated agenC|eS make
8l modern problems department receive

operate -
" developing affiliated Biving people
< understand

biic

surname interviewee users
understanding

v

NN 2 N19RFI9EBAUAET (Word frequency Query)

FINUULANNTE U AIYFTNITATITNOLULLAINLET

T v . v g gy
a1nnndt 2 a5unelnan naseMAsIYeya BIUBHIANEULUABLANHIAY SINA RATe (nuaya
Wandulszdulunisdunieos ileniuwanieluniswmmnamunmuinisfifiansnananisusnae
gpaylrAnsnmsemlndiiagiinewassnandnniaf 4 dvsuludunewiniqalnimuen oeyadidey
o o/ a o o °9/l dgl EIQ o/ o a i dy & o o/
FMTUNITTTETIAUAINTININ 6 AN TR ATBYIIN19T iRzl eniagdanmind i udn ey
o/ L % § o/ o/ 4 o/ L
Tunnsduntues Teelalusunss NVIVO 14 Tunnsuszananai@asloesnauduiusaesuuudun1eol 6 A

UsENBUAIY K IBEITIYAHNNERIINGIRA 2 AN I MUITRUTTRNN 2 AWy USEABUNNSIIUAN 2 AU R ENTIUEY
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ANTNNNNUT LL@;‘:TM?I@J;I] aftilud e mdeuiulagniansaaaaudng (Word frequency Query) THumazAuf (n
a e ¥ g o < - v 9
9INNMTAATITAVBYNBIA N NALTAAUNITRNNTHIIADNINLENS 5 A Usenaumay anaiuglossnees

1313 WJ’]NL%@ﬁ@TfJfN\‘]T@ NITRBUNRBNAIMNABINTT ﬂ’ﬁ?‘lﬂﬂ’ﬂﬂﬁﬂﬁu LLZ\]‘?JﬂWﬁ;é"QV/ﬂLLZ\]?JL"UWT@

Text Search Query - Results Preview

an
The office should 1 é Facilities
have

are the modern and complete
facilities ? - The office should have facilities

Modern

Providing
The office should have Modern
When coming to receive service

automanc opening - closing
such as

drinking water , tea ,

AN 3 ANSUEAIAINHA NS FEMAN mwLﬁugﬁﬁﬁmmu‘%mﬁﬁ@wﬁm@i@m‘m@ﬂ@ifﬂ
(Word tree facilities)
ANUUUANNED) ARLABNNTATIIEULULEINLEN
AT 3 LRSI UAI HA NS 5291919 RIBINI A NEZAINATUASH Vel s Aansnwans
nrsuBnA W dfneiuaesilszgde - da dalud® usnasdidn g1 nrun Wlusn aonalyifin

auenalalunseniuuinig vlvgsusanislniuauazaan sute wazgandssivlatuniseniuuinig

1 ¥V
? o
o
HILAINSATI
Text Search Query - Results Preview
~—— tacilitating those who receive
people ——_ ~ and <,
S O~ “—— provide services with speed .
services —
~ Do you want the service
confusion ——3 2 3 Responding to A
Google — -~ How would you like the

~ service recipients . and always

service

First priority Inquire to know = SOPRRPRtOr: Mpes ot

quickly The smart office concept //’7 B e
~ —2

Serve first Ask ——_ othe < service recipient 7o The

>~ about : ~—

must

of =+ Oy

should clearly inquire

provide service ——_
~ based on —

" o ~ Al
DTOVId? services /
/— Officials

. Service

the

is the main concern . — ~ those receiving services <— 7
that is consistent with — ~
== The
should adhere primarily ——_

staff should adhere —

_—— be serviced and to

the type of work that ~ to <

T take into account the

willingness and enthusiasm . asking for :
~ You want the service staff

y Do e AT el R nas :
AN 4 NTURPNANHENAUEITNI N AnEatia nulalaiEninanenisuanna
(Word tree need)
IINULUTNNEOL AEATN1TATITFDLRLUIHLEN
NN 4 LA ARG 32919 19PN INA 89NN T8 1S UL NS REvEnanensuenas Loy

H ILAMIITABedARNABINITIBIRSULE NS HEATY 19IMWNTIAYSEBLANNYNNSULEN19EE9RT DN

,,
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Walnmauiislszmeuiiaesnisutlaudnis uasgussiigansuuiniswnlaluiusen nszuaunisrines
peneiaEn e [ hnfiaronduan asiudnisnsaaanmfints nssfie3asu aauniuANABINIS §1H9e

ANHAZAIN ANURHISULENT uazSulqesmsuAnsegane

Text Search Query - Results Preview

be completed within the specified , without delay, in order to
in a short period of 2 . 4 Giving confidence to
in line for a long ’ < and comply with service standards
service staff to take . for those receiving services
service staff to use the tlme period for completion of the

with the regulations . Specify required to provide each step

to cause damage . and wasting meet service standards as

to
Want officials to reduce service provide each service ? How

4 o/ o/ 4 ! ¥ a a2 ! !
AT 5 NSUARNAIHANITUEIIINN NIABUANBIAINHABNNSHBNENaRBNTUBNAD
(Word tree time)
IINULFNATEYU ANEATNITATITFDUANNTHULLEINIAT

. o Lo SN TR S

A1nAd 5 uamshfiupndiussEaaatiunsnuinis favsaenisuenaalaaieimund

v o v 4 . «
ATAN9TEZIIaN N3 M3 N I ulansnasgmnisnusnns Weiunisdiuaeaauazaan s9m3a
iUz mIbiuBnienaennnganse ussiniEmansseaimmanaiufdndny msbisdns

! Lo Y o 2. e o v ! ! B
T%LLW@Z‘U‘J‘ZLﬂW\‘i"IH ﬂ’J‘jVI"IT‘iﬂ LN‘J‘@ﬂ"IEITuL’JN’W] ﬂ’?iﬂuﬂf&lﬂ’?‘h”] TNT‘V]‘J‘@V’VJ%’W‘N ﬂﬂN@m@ﬂQ’?NWQW@T@

v
FilaN l?u\l qUUINT
Text Search Query - Results Preview
, explaining laws and regulations related
Officers should have good verbal
communication ? - Staff should have good communicate exslly,
S Service personnel should have good ,
have good , quality , and relevant D ?- A
communication speakiin
personnel should have good , clear A £
explain service procedures
service problems occur . From the Staff should < e
have good communication
between the giver and the
skills , explaining and recommending relevant

AT 6 NMIUAAIANNANIUEIZIIN N3 IAHEeTuRey lU3N1sHBvEnananisuanse
(Word tree communication)

FINUUURNNTE0 AEATNITATIIFDUULLNINLED

4‘ v o o o : | N ! ' v v o
FINNTNN 6 LLNG‘IQT‘ML‘Viuﬂ’l’]NNN‘WHﬁ’iZ’M’J"I\‘iﬂ”ﬁﬁﬂﬂ"l‘i HENTWRABNTIUBNAD LAHULTTINUIN

AR A A NEDENN91977 A1 Wedalen nsxdu walesn Tydndesnmmnzaniuy Weuazaaunisos
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finspBuneiuseunisiAnseaugnas nsxdu Teelrnunfigunsundniswntess vaeyereiuysuans

panaiiun1enisila Lﬁ'@fﬂQ%’uu%mﬁl,ﬁmmwmﬂsfw nailinaelymnesnisvudnissaumyaviinenn

v
o

msReaassianey g SuLanns Aslimnnaunsarinaadneonemiaifunlalann Tymninisdnig

U

a oa

q
& ¥ Y o4 ¥ a = ! g Ada a & P Y A =2
ﬂf«vmmmwmmwgﬂgumm@mm An1sfnnadaansiin HADNTN A9 LWﬂTﬁLﬂﬁﬂ’]’]NWQWﬂT@LLN;‘:

ANFUANABLENG MAULAAREY

3

Text Search Query - Results Preview

Part 2 : Guidelines for solving | < and work that is consistent

. . In terms of work , applied
This is because most service

roblems .
tool for helping solve work P and develop the quality of

various technologies that help solve occur . From the communication between

2 L e . v, A SRR .
AN 7 NTTRAANATITHANNHTFTEIII NMTFINURZLYTIHN PUINTINBENDNIEBNITUBNED
(Word tree problems)

FINUULANATE U ANYFIBN1TATITNOUULLATNLAN

= Y & o o ¢ ! ;T Aa o ! ' A a
A1nnnd 7 waasiniuaaudnius sznatennsun ladymiddninanenisuenae faifin
yeRanan lunsbinBng WmifirsuansassuRneey wasAsun fieRnmana i3 snnslnsyiug

N A RPN o o o PN oA = a a § X Y
LW@TN?‘WLﬂWZI?JWW’W]ﬂ% LL’Nt‘EtNﬂi:%‘i?uﬂ’?‘iﬂﬁu@ﬂ’]uﬂﬂﬂi\‘iL‘W’rﬂﬂ@ﬂQ"INN@WN"I@W@"I@LﬂWﬁ’WHT@

A5aAUs19Ne

'
Aa A

915348 unamnsTuniaimsn g LS NS vEwananisuanaaeny LS N1MILIY
Tudefindninauassnaninnnaf 4 asnsnefysenaladfiol

ADIATNLETNNG Giymmﬁw,ﬂugﬂﬁﬁwmu%mﬁ (Tangible) ﬁﬁw%waé@mﬁumémmpﬁﬁyu%mﬁ
magnludsindninemuasaa@nniai 4 lrsranmunialudnineauiiisusiiunen wazaalninig
wansifnagnsdmauianteuen waznieludninem il lrusnissansnmnsuninislnagnsazaon
LAZ3InIEY FEAARDITULMIAR TN ARLAN (2544) NA1997 N15U3NNT Ap Aanssunienssuannis
Tunasinfiuntsegslnesamilsansyraanioasans Il eneuaussauAaInsaesyanaduin (a5
ANNGY UazATINEZAINALEYEBiRaAr e lasnNaTasntan sl denRaBetLIATEYee §RTM
50A(NT uATSgEnR Virsle (2565) TnANEIEBY N19ANHIAMAIMUENITNINTZLLLELNALATY “1Linds”
vostlszmmlmamiuiidnnatauiaa Sminany3 nan1sidenun wnfnssunisLansfiasnennnin
U3nIaRRazULRENR AT Taun UsziangansanTunisliuinig sananeniuaasiiugissas

19911505113 AuAHiEaiinia1sla aunistuacndulaunysuuinis wazduawdui lalunisi
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.05

aadadialannslale (Reliabiity) favewananisuanaauasy sLnIauesuluddadinem
aamanfimenad 4 T wnindiderag ersenanan binsWiisesn uazseudelnegsgnaes iy s 1301
119978 wazTifinANELAY FBAARDITLINWATETBINDIMALA A3 WATEETIH WIAF51TY (2560)
TaAnENEes Wi ReNg LB N5EBIHEAINNNS ARLARANGRS MANENAEAE ARl HAAN
naAnEIMNLAN AETswelaneR uHUANEIRsHNEArINT Tnssanuazenney uszinnans TasiEes
pdIRUaInannitas @i auesnadedaln amaanliansls amaaisantala Annnsmeuauni
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ypereATInTg @éwﬁﬁfm‘hﬁmmmﬁﬁﬁi:ﬁu .05

NNSABLAUBIAIINABINITIBINUILINY (Responsiveness) ﬁﬁw%wmGiﬂm‘mﬂﬂsimﬂw%f%ﬁmﬁ
s aginemsssanfinniai 4 Taeawndiianisaaseeaials Suussuanla Talahumiams
ﬁﬁTviyﬁ;‘jvuu%m'ﬁLﬁmmmﬂﬁ:ﬁu% AEAARBITLLLIAAIB NN FELEN (2544) NA1997 N9UENNT Aa
Aanssudanazuauniauniaiiisnisastslaegnmisresy arardensang WonauaasnHnDinis
WIYARREN I IASUANNGY uazAHALAINEUNEYEaIinAasRawa 99N nHATEINTaNaLYiniL daaRaediL
ImATIRRATIN GETAAVEN LAATA FAdeu (2565) TAANENEDY W NMIREHIADNINANT TSNS
Uz asd N IHaNs1TigY SnailasaTUIN SINTANATLN HANTTANEIITENLIIWNINNNITARLN
AoUNINNIE LRSSz BasdneE s IigEsneIamnsUgs Smiauaelgs Tasniwsanyna
atlusziuann Madnuozamaaenlalaneguntinisnig ameasmsnidade amuanadslaiias s
ATEATINTIAIET ATUENEIEINNIEATN UazANHNSIDAREULA NS ARAIIED Fnsdd
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dinsmssmnanfinniadi 4 Tngdninemisemnsnisfianefiossiiany azaon uazianmuniaussu
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FmTPmauunL WA ANMLENIT A UnnEv s uesamAuaiuaniesd Auaesdadela
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ag Tuszdunn aaienelaveslazgnmud unsunsnisdiszniBvesdudumaiadiuanuasui A
AAHADINA IUTN1T ATHLS MU K IAUE N5 Aud uAaun1siu3nie A1uR9sauaAd nazaan
punnUazrdniauazanlasisennd unmaadisziuanafweleagtuazduminn uaswuanaoman

U3nisaenanaaufianelereslsrerufitnsznivnesiiu dumauiasiuaniesudn sgedtedidy

'
aada
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nn339nuazianlan [¥usn1s (Empathy) 8n3nananisuanaavasy lusn1snuasulugedin
o o a P Yo = c{ & Av Y ¥ o P o YUY o a =
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. e . . L
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