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Abstract

The purposes of this research were 1) to study the level of satisfaction and expectation
of personal income taxpayers towards the e-filing system in Bangkok metropolitan area,
2) to compare the expectations with the satisfaction of personal income taxpayers towards
the e-filing system in Bangkok metropolitan area and, 3) to compare the satisfaction of
personal income taxpayers towards the e-filing system in Bangkok metropolitan area, based on
personal factors. This research used quantitative research methodology. The samples
consisted of 426 taxpayers in the tax year of 2022. Data were collected by questionnaires.
Data analysis were analyzed by percentages, frequencies, means, standard deviations,
Paired - Sample T test, Independent - Sample T test and One-Way ANOVA.

The results of the research showed that taxpayers' expectations for the overall
e-filing service system were at the high level. Taxpayers' overall satisfaction for the e-filing
service system were at the high level. The results of hypothesis testing showed that
the expectations and satisfactions through e-filing system for the overall and each individual
aspect including: information quality, system quality and service quality, were different,
particularly, the satisfactions were lower than the expectations. Taxpayers with different
ages and incomes had different level of satisfaction, at the 0.05 level of significance.

Keywords: Expectations, Satisfaction, Service, E-filing system, Personal income taxpayers
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65,001 - 90,000 LN 79 18.5
H1NN71 90,000 U 48 113
5. SEAUMSAN®N
@i"m’.im%agap@f% 33 7.7
136 304 71.4
gInSynes 89 20.9
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