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ABSTRACT

The objectives of this research were to study and evaluate service quality, problems, and
obstacles of Customers, to develop service (quality system of Customer Service Office, and to
evaluate the effectiveness of service quality thathad been developed. These were developed into
guidelines and suggestions for improving efficiency. The population of this research was 1,997
customers who used the service-at Customer Service Office between 1 until 30" September
2003. The sample was 400 customers, randomly selected. Data collected by distributing 20
questionnaires per day.for 20-days, for customers in each specific service hours. Statistical for
analyzing problems, and quality service were average and percentage. Pair t-test was employed to
compare before and after improvement project.

The results showed that, before the implication, the examples of problems due to
quality service were payment service was relatively slow, customers were not treated equally,
there was no clear procedure So, development strategy Were developed by employing queuing
machine, instructing and developing job description, employing 5S activities The comparison of

customer’s satisfaction before and after were significant different at .05 levei.
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