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ABSTRACT

This independent study is designed: 1) to survey expectation and satisfaction of police
officer of Amphoe Mueang Chiang Mai Police Station towards the responses from their affiliated
organization, 2) to study levels of service quality of filing the complaints of criminal case of Amphoe
Mueang Chiang Mai Police Station, and 3) to survey people’s knowledge and understanding on filing
process of the complaints and prosecution of criminal case according to legal process. For this study
questionnaires are devised to collect relevant data; sampling units for the study include 200 people who
have come for service of Amphoe Mueang Chiang Mai Police Station and 40 police officers who are
concerned with investigations and with filing everyday complaints. The study results are as follows:

1) Officers designated to file the complaints of criminal case at Amphoe Mueang Chiang
Mai Police Station have expectation, demand and satisfaction at medium level towards the response
from the organization in all aspects, that is to say, in terms of administrative structure, of morale and
incentive system, and of location, equipment and instruments.

2) According to the service rendered to those who have come for filing the complaints of
criminal case at Amphoe Mueang Chiang Mai Police Station, such service is of high quality, which is
ascribed to the service quality of complaints-filing officers in terms of communication, explaining
the recipients to understand the process of filing such complaints, and in terms of police’s knowledge
and capability in performance.

3) People have knowledge and understanding about the process of filing the complaints of
criminal case according to legal process at high level, such as that people who suffered the damages
and loss due to other person’s attempts can file their complaints; in case the accused is on the run, the

police have to search for evidence, etc.



