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Abstract

The objectives of this independent study are 1.) to study the opinion of
people receiving services from Chiang Mai Land Office at Saraphi Branch 2) to discover
problems and barriers in services provided and 3.) to find out the solution for the
improvement of effective services. In this study, questionnaires were used for data
collection. All data were collected from 217 people, who received services from Chiang
Mai Land Office at Saraphi Branch. In-depth interview obtained from 9 staff of Chiang
Mai Land Office at Saraphi Branch was also a part of this study. Then all data were

analyzed by SPSS Window program.

As a result, the majority of people, who got services from the office,
gained high satisfaction level in term of work operative system, professionalism, and
modern services equipment. In work operative system, they were very satisfied with the
comfortable services, friendly environments, uncomplicated procedure, prioritization of
work, perfect work performance, and quick service process. Moreover, in the

professionalism, they ranked their satisfaction at high level on staff's knowledge,



problem solving skills, fairness, reliable and transparency, and ability to provide clear
information. Furthermore, the modern equipment services were also ranked in high level
of satisfaction. However, there were only two items, the insufficiency of staff and the

weak public relation of office, were ranked in medium satisfaction.

The main barriers for receiving services were the insufficiency of staff,
which unmatched with customer services, complicated services system, and low

technology system in some services.

Suggestions raised from staff were as follows: Firstly, number of staff
should be increased and well trained in term of law, policy, rules, including technical
support. Secondly, modern equipment with high technology is required. Also, planning

development to reach the need of customer is crucial for effectiveness work.

Apart from these, author adds that work system should be more accurate
and clearly and staff development for work substitution is in need. Services should be
conducted quicker, more comfortable with fairness. Also service channels should be
developed in systematic way. Moreover, office itself should be improved their work
system with proper rules and regulations. The suggestions also include a concern in
staff development in field of knowledge and skills, interpersonal relation skills, personal
willingness, and adjustment of the plan for effective services. Furthermore, the regular
performance appraisal is essential for the success of the services as well as human
resource development plan like attitude and morale improvement. Office administration
including modern technology, better facility, and appropriate service plan are
indispensable for the betterment of services. In addition, staff themselves should pay
more attention to their works with accountability and transparency. On customer part,
people should have basic knowledge about real estate and the office should co-ordinate

with local organizations in order to gain high satisfaction from the customers.
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