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Abstract

This research had three objectives: (1) to examine the problems and challenges encountered by
foreign nationals seeking visa and work permit services in Phuket, (2) to assess satisfaction levels
and factors influencing the choice of agency-assisted services in the digital era, and (3) to propose
strategic guidelines for applying information technology to enhance one-stop service efficiency.
A qualitative research design was employed, with data collected through in-depth interviews with
ten foreign service recipients who engaged accounting firm agents for visa and work permit
assistance in Phuket. Participants were selected through purposive sampling and represented
holders of business visas (Non-B), student visas (Non-ED), dependent visas (Non-0O), and
retirement visas. Data were analyzed using content analysis, guided by the RATER Model of
service quality and Expectancy Disconfirmation Theory (EDT).

The findings revealed that the primary challenge faced by foreign nationals was the complexity
and volume of documentation required for visa processing, in contrast to the work permit system,
which had already transitioned effectively to the digitalized e-Workpermit platform. The majority
of participants reported high satisfaction with agency-assisted services, attributing this to a
reduced risk of documentation errors and greater confidence in their residency status. Key
satisfaction drivers included the professionalism of service agents, proactive advance notification
systems, and strategic advisory support. Participants also expressed strong demand for expanded
digital solutions, including automated status notification systems, real-time tracking, and Al-
powered chatbots for after-hours service. These findings offer actionable guidelines for
government agencies and private service providers to accelerate the development of an e-Visa
system and elevate service quality in alignment with Phuket's digital transformation as a key
economic and tourism destination.

Keywords: Visa, Work Permit, Customer Satisfaction, Service Quality, Foreign Customers,
Digital Services
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