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ABSTRACT

The objectives of this independent study were 1) to investigate the problems of
management of the Government Counter Service (GCS), Chiang Mai Province and 2) to explore
satisfaction of customers in the Government Counter Service (GCS), Chiang Mai Province. The
sample of this study was 66 operating officials and 400 customers in the Government Counter

Service (GCS), Chiang Mai Province. Data were collected through questionnaire.

The study could be summarized as follows:

1) The problems of management of the Government Counter Service (GCS) at Chiang
Mai Central Airport Plaza Office, Chiang Mai Province were difficulties in connecting data from
each organization. Moreover, the GCS lacked definite mechanisms for personnel allocation, cost,
benefit, resource and budget. There was also a delay in receiving and sending document between
the GCS and related organizations. Documentary system was obstructed by rules, law and
regulation that did not thoroughly response to the information technology security. Some tasks
were not able to serve people as a one stop service at the GCS due to the law and regulation
designated only to the authorized organization. Some people did not know that the GCS was set

up due to the lack of consistent publicizing.

2) People were satisfied with the service of the GCS in the medium level. The
informants contended that the area was too small to serve a large amount of people. Furthermore,

tables and chairs provided upon waiting were not adequate for customers. Operation officers



were not fair and honest since they kept a queue card for relatives and friends. Finally, people

lacked knowledge and understanding of process and steps of service in the GCS.
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