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ABSTRACT

The objectives of this study were to explore problems affecting the service quality of
the identification card issuing; to survey the service quality from people who applied for the
identification cards; and to analyze the approaches for solving the problems of identification card
issuing service in Local Registration Office of Chiang Mai Municipality in order to meet the
demand of people. The survey was conducted between August-September 2006 through
questionnaire among 394 people who applied for national identification cards and 13 officials in
Local Registration Office of Chiang Mai Municipality.

The study found that people believed that the aspects of service staff, customers, law
and regulations, areas, equipment and office automation did not cause any problems affecting the
service quality of national identification card issuing in Local Registration Office of Chiang Mai
Municipality.

Additionally, in nowadays service situation, people applying for the identification card
were safisfied with the service. They contended that the service quality of Local Registration
Office of Chiang Mai Municipality was at a good level in all aspects, namely, service, personnel,
area and equipment. Hovs..rever, there were some problems in terms of parking space as well as the
little prbblems of service and personnel that needed to be improved.

With regard to service staff, the findings revealed that there were enough personnel
with knowledge, skills and eagemess. However, sometime the staff might be tired and tense
because of working load. The commander should be realize and understand their staff and

motivated them. Furthermore, the commander should emphasize, examine and give the service




skill practice for the service staff to provide their service efficiently and in order to meet the

people’s demand.




