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Abstract

This thesis aims (1) to study the problems and the solutions of delivery the service of the employee
who receives request in 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 (3) the services of employee who receives request that people submit requests to get the
Passport. This research is qualitative research and used in-depth interviews by collecting data from the
executive, employee who receives the request and the people who receive services. The summary lectures
which consistent to the research of many researchers.

The results found that (1) the employee who receives the petition with insecurity in their careers
due to it was hiring outsource with expertise in the operation a period of 7 years per each time. Moreover,
there was the performance evaluation 1 time per year (2) the operational problems encountered heavy
traffic. They had to leave home earlier than usual (3) people submitted requests to get the Passport waiting
for a long time if they did not pre-register for a passport.
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