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Abstract

This research aimed 1) to study the customers’ satisfaction toward services quality of
Sopha Accounting and Law Company Limited and 2) to compare the customers’ satisfaction
toward services quality of Sopha Accounting and Law Company Limited that were categorized
by the organization factors. The sample group consisted of 1 3 2 the representatives of
companies that were used the service with Sopha Accounting and Law Company Limited. The
instrument of this study was a questionnaire; it valued the content validity (index of item-
objective congruence: I0C) between 0.67-1.00 and the overall reliability of 0.96. The statistics
which used in the data analysis were percentage, mean and standard deviation. The
hypothesis testing analyzed by One-way ANOVA at the statistical significance level of 0.05. The
research results found that: 1) the representatives of companies that were used the service
satisfied the services quality of Sopha Accounting and Law Company Limited at a high level in
the overall. The highest satisfaction was the assurance; the subordinate satisfactions were the
tangibles, the empathy, the reliability and the responsiveness, respectively. 2 ) the
representatives of companies that were used the service who were different organization
factors, they satisfied the services quality of Sopha Accounting and Law Company Limited

that were not different in overall at the statistical significance level of 0.05.
Keywords: Satisfaction, Customer, Service Quality.
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