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ABSTRACT

This study, titled “Enhancing Public Service Quality through the Use of the ThaiD Application
of Den Chai District Office, Phrae Province” aims to: 1) assess the quality of public services related to
civil registration and identification cards, 2) analyze the challenges and obstacles in implementing the
ThaiD application in public service delivery, and 3) propose guidelines for improving service quality
through the application. A mixed-methods research approach was employed. Quantitative data were
collected from 342 citizens who received services using an accidental sampling method, and
a structured questionnaire was used as the research tool. Qualitative data were gathered through
semi-structured interviews with five key informants, including district administrators and operational
staff.

The findings revealed that the overall quality of service was rated as “good,” In terms of
service (X = 2.62, SD = 0.55) personnel (X = 2.76, SD = 0.44) technology (X = 2.68, SD = 0.47) and
responsiveness to needs (X = 2.61, SD = 0.50) particularly in the aspects of service delivery, staff
competency, technology usage, and responsiveness to citizens’ needs. The implementation of the
ThaiD application—used for queue reservations, identity verification, and digital document
authentication—has enhanced service efficiency. However, several issues remain, such as digital
illiteracy among the elderly, limited smartphone access, insufficient public awareness, application
instability, and a lack of technical proficiency among some staff. The hypothesis testing results on the
analysis of differences in opinions regarding service quality based on age, education level, occupation,
type of service, and gender revealed no statistically significant differences (p > .05). Only the service
aspect showed a statistically significant difference at the 0.001 level, indicating that age has an impact
on opinions regarding the service quality in using the ThaiD application.

To address these issues, the study suggests: improving staff training programs, launching
community-based awareness campaigns, upgrading the app’s system stability and functionality, and
integrating data systems across government agencies. These improvements will contribute to a more
seamless digital public service and support the broader goal of achieving a modern and citizen-
centered digital government. This research contributes to understanding the role of digital innovation

in public administration and provides practical recommendations for sustainable service development.
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