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KITTIMA DEEPRACHA : SATISFACTION IN SERVICE AND
INNOVATIVE DEVELOPMENT GUIDELINES FOR LOCAL TAX COLLECTION OF A
LOCAL GOVERNMENT ORGANIZATION IN CHONBURI PROVINCE AFFECTED BY
THE 2019 CORONAVIRUS EPIDEMIC. ADVISORY COMMITTEE: TAKAYA

SANGAYOTIN, 2022.

The study on service satisfaction and innovative development guidelines for local
tax collection of a local government organization in Chonburi province affected by the epidemic
situation of the Coronavirus 2019 aimed to 1) study the level of satisfaction of service users
towards the current tax payment channel of a local administrative organization in Chonburi
province. 2) study the condition of problems and obstacles in collecting local taxes that were
affected by the COVID-19 epidemic situation and 3) study the innovative development guidelines
for collecting local taxes affected by the COVID-19 epidemic situation. Study in 2022. This
research is a mixed method research by collecting both quantitative and qualitative data.
Quantitatively, the study sample consisted of 398 local government taxpayers, divided into 199
self-paying groups at local administrative organizations and 199 bank-paying groups, by Simple
Random Sampling. Descriptive statistics were used to survey satisfaction with current tax
payment channels, and reference statistics were used to test research hypotheses that people used
different forms of tax payment from different tax payment channels. Satisfaction with different
tax payment channels. As for the qualitative data, data were collected from 2 sample groups,
namely a group of 10 tax collecting officers, collecting data by focus group discussion, and a
group of local administrative organization executives, which the heads of government agencies. 3
people who are policy makers on revenue collection collected data by in-depth interviews.
Qualitative results were analyzed using Content Analysis techniques. The results of the research
revealed that the public opinion on tax payment channels currently used as a whole showed that
the respondents had a high level of opinion, with the service of the staff having the highest score,
followed by is the convenience of the payment process. Lastly, the convenience of traveling. The

hypothesis testing revealed that the people who used the tax payment modes from different tax



payment channels had the same satisfaction with the tax payment channels. The summary of tax
collection problems affected by the 2019 coronavirus epidemic found that tax revenues have
declined as local governments are located in tourist destinations where their main income comes
from taxation. Tourism, shopping malls, many businesses closed. People who are liable to pay
taxes suffer from the epidemic situation of the epidemic. There are reasons for not paying taxes or
applying for a tax waiver, resulting in the reduction of tax collection by local government
organizations to meet the goals. Innovative development model in local tax collection, local
government organizations have an idea to use the E-payment system to increase the channels of
tax payment through which the E-payment system allows citizens to download receipts by
themselves to reduce the number of citizens which comes to contact the local government to

reduce congestion, increase convenience and efficiency of tax collection.
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