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ABSTRACT

The purposes of this independent study are; 1) to analyze the quality of service delivery of the
receptionist at the Court of Justice under the Office of Chief Judge, Region V: 2) to study the clients’ problem
regarding the above-mentioned service: and 3) to analyze and point out the problems and obstacles regarding
the above- mentioned service.

The sampling units of this independent study were consisted of 3 groups; 1) the director of the
Administrative Office of the Courts of Justice and The Office of the Courts of Justice: ~ 2) the operational
receptionist at the Courts of Justice: and 3) the client of the Courts of Justice. The data were collected by the
methodology of interviewing and questionnaires delivering.

The results of this independent study revealed that :

The overall quality of service delivery of the receptionist at the Courts of Justice under the Office of
Chief Judge, Region V, were founded to be at a high level. Moreover, the quality of mentioned service of 3
courts included The Provincial Court, The Juvenile and Family Courts , and The District Courts, were founded
to be at the same level.

The top 3 problems and obstacles that the client of the Courts of Justice found were inadequate

number of receptionists, inability to help with documentation, and lack of staff's  co-operation.

Problems and obstacles of the quality of service delivery of receptionist at the Courts of Justice under

the Office of Chief Judge, Region V, were founded as follows; the ineffective allocation of human resources



regarding the lack concerning toward the organizational structure management on human resources, the
ineffective allocation of tasks schedule and responsibilities of the receptionists, the inadequate number of
receptionists regarding the amount of tasks, the insufficient operational budget, and the allocation of
compensation and benefit for the receptionists. Furthermore, the problems founded regarding the working
place and equipments were the inappropriate size of the office, the lack of computing technologies to serve the
operations, and the limitation of operational spaces in some Courts. According to the client’s opinion, the
most crucial problems regarding the quality of service delivery of the receptionist was the inadequate number
of the receptionist in the Courts.

The results of this research would lead to the suggestions for the improvement for the quality of
service delivery of receptionist at the Courts of Justice under the Office of Chief Judge, Region V, included
the sufficiency allocation of specific human resources for the Courts of Justice, the provision and
enhancement of the receptionists’ knowledge and attitudes toward the quality service, and the promotion of

the clients’ perception about the performances of the receptionists’ service at the Courts of Justice.



