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Abstract

The objectives of this study were: 1) to study the level of service quality of civil registration
section of Phuket municipality, 2) to study the problems and obstacles in service of civil registration
section of Phuket municipality and 3) to study the guidelines for development in service quality of civil
registration section of Phuket municipality. This quantitative research was used with a sample of 381
participants. The instrument used for data gathering was the questionnaire. Statistics used for analyzing
the data were frequency, percentage, mean and standard deviation. This study also was a qualitative
research by using in-depth interview from 14 key informants who were proficient in civil registration
section of Phuket municipality. The results showed that the overview of service quality level of civil
registration section of Phuket municipality was moderate (X_ = 3.37). Considering each aspect, it was
found that the level of service quality of civil registration section of Phuket municipality was moderate in
all cases as follows: in the case of service officers (X_= 3.46), places and facilities (X_ = 3.40), service
quality (X_: 3.41) and service (X_ = 3.19). Problems and obstacles in service of civil registration section of
Phuket municipality, the findings were: 1) in the case of service; the people could not access the
information from public relations and the document management system was inefficient, 2) in the case
of service officers; they lacked of human relations, insufficient officers, low follow up and laked of
knowledge about the law, 3) in the case of places and facilities; the service area was confined,
insufficient parking lot and waiting area, unclear public relations boards and outdated service tools, 4) in
the case of service quality; inefficient service, outdated service tools, delayed service and lacking of
maintenance. The guidelines for service quality development of civil registration section of Phuket
municipality were as follows: 1) in the case of service; the section should be rearranged the public
relations and document management system, 2) in the case of service officers; the section should be
increased the amount of officers and provided them the service mind training, 3) in the case of places
and facilities; the section should be expanded the service area and increased more modem service tools

and 4) in the case of service quality; the document system should be managed and checked regularly.
Keywords : Service Quality, Civil Registration Section, Phuket Municipality
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