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ABSTRACT

This Independent Study had the objectives of 1) evaluating the services of Chiang Mai
and Chiang Rai International Airports Immigration Officers; 2) comparing factors of the service
of Chiang Mai and Chiang Rai International Airports Immigration Officers for Thai and foreign
customers and 3) investigating problems facing the Immigration officers at both airports in 4
areas: resources, personnel, facilities, operations and services. The sample group consisted of 400
relevant people involved in the services from May — June 2013 at both airports. The tool used
was a questionnaire on assessment scale and the data was analyzed and synthesized using
descriptive statistics of frequency, percentage, standard deviation and T-test to compare the
services given to Thai and foreign customers.

The results of the study showed that customers of the entrance and exit immigration
checkpoints of Chiang Mai and Chiang Rai International Airports were satisfied with the services
concerning resources, personnel, facilities and operation at a high level. However, the Thai and
foreign customers expressed their satisfaction differently. The problems related to the
performance of the immigration officers were the method or procedures on monitoring the
observation of the suspected persons and the customers’ lack of understanding about the process
related to documents, rules and regulations as well as certain prohibitions. These were the areas
that probed for the need to increase the officers’ knowledge and skills to carry out the task to meet
the predicted numbers of customers who would pass through Chiang Mai and Chiang Rai
International Airport Immigration checkpoints in the future. This could be done by providing the
immigration agency with modern and efficient equipment as well as technology to speed up the

operation in corresponding to a clear work plan and mission.



