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ABSTRACT

This research aimed to investigate personal factors, service innovations, and
customer satisfaction among users of the Excise Department in the Bangkok
Metropolitan Area, and to compare perceptions of service innovation based on personal
factors. The sample comprised 400 individuals who had previously used the D-license
system provided by the Excise Department. Data were collected through questionnaires
and analyzed using descriptive statistics and inferential statistics, including Independent
Sample t-test, One-way ANOVA, and stepwise multiple regression analysis. Findings
indicated that the majority of respondents were female, aged between 36 and 45 years,
held bachelor's degrees, worked as company employees, and had monthly incomes
ranging from 15,001 to 30,000 baht. Among the dimensions of service innovation,
respondents placed the greatest importance on the introduction of new service formats.
According to the stepwise multiple regression analysis of the four dimensions of service
innovation, these variables showed a strong relationship with customer satisfaction,
indicated by a correlation coefficient of 0.764, and explained 58.40 percent of the
variance in customer satisfaction. Additionally, convenience was identified as the aspect
of customer satisfaction with the greatest impact. Hypothesis testing revealed that
personal factors did not significantly influence differences in customer satisfaction.
Conversely, service innovation factors significantly impacting satisfaction included the
introduction of new service formats, the use of technology in service delivery, and
interactions with customers. However, improvements in service processes did not show

a statistically significant effect on satisfaction at the 0.05 significance level.

Keywords: Service innovation, Customer satisfaction, Excise Department
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