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Abstract

This research aims to 1) study service quality, problems, and obstacles in the provision of
services; 2) compare service quality classified by individual factors; and 3) propose policy guidelines
and mechanisms for the development of the Koh Samui Municipality Pawnshop, Koh Samui District,
Surat Thani Province. A mixed-method research methodology was employed. The quantitative
research gathered data using questionnaires from 330 service recipients. The qualitative research
utilized in-depth interviews with eisht key informants of Koh Samui Municipality Pawnshop staff.
Results were analyzed using frequency, percentage, mean, and standard deviation. The quantitative
research used inferential statistics. A one-way analysis of variance with an F-test was used.
The qualitative research utilized content analysis.

The results show that the Koh Samui Municipality Pawnshop has a high overall service quality.
Problems and obstacles encountered in providing services include 1) location signs, 2) service issues
with  foreigners, 3) public relations issues, and 4) storage issues with brand-name products.
A comparison of the service quality of the Koh Samui Municipality Pawnshop by individual factors
revealed that different genders, ages, and incomes have different opinions on service quality. Policy
guidelines and development mechanisms for the Koh Samui Municipality Pawnshop, Koh Samui
District, Surat Thani Province, include 1) adding location signs to the building, 2) translating important
documents into at least two languages (Thai and English) with an explanatory manual, 3) establishing a
specific public relations team, and 4) providing brand-name product training for staff and improving the

storage area.

Keywords : Politics, Development Policy, Government Pawnshop
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