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This qualitative research aims to investigate 1) problems and resolutions of the service
delivery of the officials who receive passport requests at Passport Division, Department of Consular
Affairs, Ministry of Foreign Affairs, 2) the characteristics and patterns of the operation of Passport
Division, Department of Consular Affairs, Ministry of Foreign Affairs, and 3) the service delivery
of the officials who receive passport requests. The data collection included in-depth interviews with
executives, officials receiving passport requests, and passport applicants who received services as well as

review of related research.

The results showed that 1) the officials lacked job security because they were
employed under a seven-year employment contract by an outsourcing company specialized in this field.
Moreover, their work performance was evaluated one a year. 2) Daily encountering severe traffic
congestion, they needed to leave home earlier; and 3) passport applicants took much time waiting

in queues if they had not pre-registered for passport application.
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