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Abstract

The objectives of this study were: 1) to study the service contexts of section of civil registration
and section of identification card issuing; 2) to compare the service contexts affecting the development
guidelines for service excellence of section of civil registration and section of identification card issuing
according to personal factors; and 3) to propose the development guidelines for service excellence of
section of civil registration and section of identification card issuing. The sample group included 385
service users of section of civil registration and section of identification card issuing at Ban Na San District
Registration Office. Data were collected by a questionnaire and a semi- structured interview form and
were analyzed by frequency, percentage, mean, standard deviation, t-test, and one-way ANOVA.
The qualitative data were collected from seven key informants. The research findings were as follows.
1)The overall service contexts of the sections were'in a high level. When considering each aspect,
personnel was in the highest level, and location and facilities, and services were in a high level.
2) The overall comparison of the service contexts affecting the development guidelines for service
excellence of the sections according to personal factors showed that the service contexts regarding
gender, age, background education, and occupation were identical; in addition, the service context
regarding frequency of use was different at a statistical significance level of 0.05. 3)The development
guidelines for service excellence of the sections were: modern technological materials, equipment, and
supplies should be prepared; the organization should conduct a workforce analysis which is suitable
for the amount of work and propose the analysis to an authorized executive for further consideration;

and there should be an empowerment of necessary and modern operational skills for the personnel.

Keywords : development guidelines service excellence section of civil registration section of

identification card issuing
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