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ABSTRACT

The objectives of this research were 1.) To study the personal characteristics of
customers that affects the quality of service provided by the Pattaya Contact Center (Pattaya
City Hall) in Bang Lamung District, Chonburi. 2.) To study the level of satisfaction of customers
towards the service of Pattaya Contact Center. 3.) To compare between different personal
characteristics in regards to the level of satisfaction towards the service provided by Pattaya
Contact Center. The sample used for this research was 400 customers who use the service of
Pattaya Contact Center (Pattaya City Hall) in Bang Lamung District, Chonburi. The tools used to
collect data were questionnaires with a 5-pointscale rating system. Statistics used to analyze the
data included the frequency distribution, percentage, average mean, the standard deviation, t-
test, and the one way analysis of variance (ANOVA) f-test at the 0.05 level of significance.

The results showed that overall, the selection of samples did have highly affect the
level of satisfaction towards the service provided by the Pattaya Contact Center (Pattaya City
Hall) in Bang Lamung District, Chonburi ( X =3.84). The overall satisfaction towards the service
was fairly good (X =3.13). When considering each aspect of the service separately, it was
found that “facilities” achieved the highest level of satisfaction (X =3.80), followed by
“Service Procedure” (X =3.41), “Staff Providing the Service” (X =2.98), and finally “Outcome
of The Service” (X =2.56). The comparison between the effects of different personal
characteristics found that (with exception to gender) age, education level, monthly salary
and occupation did not affect the level of satisfaction towards the service provided by
Pattaya Contact Center at the 0.05 level of significance.

Key words : Satisfaction, the Service, Pattaya Contact Center 1337 (Pattaya City Hall)
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