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Abstract

This independent study entitled, “People’s Satisfaction Toward Registration and
Identification Card Services at San Sai District Registration Office, Chiang Mai Province”, is
conducted with four objectives: 1) to know if people have an opinion and are satisfied with the
service obtained from the District Registration Office, 2) to study problems and obstacles in
registration and identification card service at the District Registration Office, 3) to analyze causes
or factors resulting in a number of problems in such service, and 4) to use results of the study as
suggestions for improving the so-called service.

Data for the study are collected through questionnaire administered to 215 sampling
units, which are divided into 18 service personnel and 197 service recipients. Results of the study
revealed that most of respondents are females, while most of the officers are between 30-50 years
of age, finished bachelor’s degree, and have domicile in the North. Mostly, they are the service
personnel and have salary not over 7,000 baht and 10,000-15,000 baht a month. As for the
service recipients, most of them are 18-35 years old and finished secondary school.

As regards the attitude and incentives of the personnel who are engaged in registration
and identification card service, it is found that 33.3 percent of them is opined that the promotion
of incumbency for the personnel is unjustly done. Their reason is that other kinds of work have
been given more merit because their boss is interested in the matter. Yet, the registration and

identification card service is also prone to risk but has improper reward. In this regard, the high-



level boss paid a little attention and gave a little merit for incumbency promotion in spite that
registration and identification card service is the essential work of Department of Provincial
Administration. Additionally, 33.3 percent of the personnel said that the registration and
identification card service is not conducive to individual achievement in their profession. The
fact is that this kind of work is not affiliated with its channel and it is not consistent with
manpower source. For them, fringe benefit seems to be given to the affiliated of the boss and the
high-level boss pays less attention to the so-called work. Moreover, the respondents said the
registration work brings about no benefit. As for the problem in registration and identification
card service at the San Sai District Office, the most serious one is that the government rules and
laws are out-of-date while the personnel concerned have no morale and incentives.

In studying the recipients’ satisfaction it is found that most of the service users
expressed their feeling that the public service rendered by government officials in the past was
generally satisfactory and the majority of the people or 56.9 percent is satisfied with the officers’
performance. Yet, there are some problems and obstacles on the part of people who come to
submit their requests for the service at this District Registration Office, that is, they do not know
how many processes they have to deal with. The next is that rules and laws are not clear enough.
However, most of them are not frustrated due to duty performance of the officer because they
have never been denied any service from the authority. They admitted that the officer has done
right not to respond to the request submitted because their paperwork did not meet all the official
requirements. The majority of service recipients thought that readiness, eagerness and hospitality
of the personnel are very meaningful for recipients’ satisfaction because the people can be sure
and have convenience in official interaction, which will result in increasing number of service
recipients. And most of them are satisfied with the office arrangement of the San Sai District
Registration Office on the ground that it is systematized, convenient, prompt and improved in all
aspects. In particular, their most impression is that the personnel performed a good service with
wholeheartedness; the rest is ascribed to good service system, fairness to everybody and queue

arrangement.



