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ABSTRACT

The study on “Development of the Services in Accordance with People’s Needs: A
Case Study of Chiang Mai Provincial Land Office, San Pa Tong Branch” had four main
objectives which were 1) to analyze the quality of service that people received from the officials
of Chiang Mai Provincial Land Office, San Pa Tong Branch; 2) to investigate levels of
understanding and knowledge on right registration, legal of the officials of Chiang Mai Provincial
Land Office, San Pa Tong Branch; 3) to study the officials’ performance on right registration,
legal act and land measurement in Chiang Mai Provincial Land Office, San Pa Tong Branch; and
4) to identify problems and obstacles in providing services of the officials as well as problems and
obstacles of client people from Chiang Mai Provincial Land Office, San Pa Tong Branch. The
sample of this study were 22 officials from Chiang Mai Provincial Land Office, San Pa Tong
Branch and 195 client people by conducting questionnaire in collecting data.

1) The quality of service that client people received from Chiang Mai Provincial Land
Office, San Pa Tong Branch was in the good level in the light of activity service, namely, land
history check, land measurement cost estimate and land registration process explanation; service
behavior, namely, the officials’ politeness, friendliness, and problems, conflicts and doubts
resolution; and physical environment, namely, tidy, appropriate and convenient office, and the

well-equipped office.



2) The officials in Chiang Mai Provincial Land Office, San Pa Tong Branch had
knowledge in right registration, legal act and land measure in the high level. Chiang Mai
Provincial Land Office, San Pa Tong Branch continually provided training courses concerning
servicing and provided working guidelines including related law and regulation for officials to
study, understand and apply in their work.

3) The officials in Chiang Mai Provincial Land Office, San Pa Tong Branch were able
to perform their activity service concerning right registration and legal act in the high level. For
example, they could facilitate the clients in paying fee, explain the service process, check
necessary documents and check the correctness of contracts in detail. With regard to land
measurement, the officials went out for land measuring right on an appointment time, completed
land measurement in time and estimated land measurement cost accurately and appropriately with
an area and cost rate.

4) The officials confronted with problems and obstacles of complicated service steps
which resulted to the difficult understanding of clients, time consuming for waiting period and the
lack of modern tools and equipment for working. However, client people thought that they
confronted with problems of the laggard of service in right registration, legal act and land
measurement which resulted to slow service, time consuming, and none officials in explaining

service steps.



