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Absth

Satisfaction survey towards Social &S8O0 aens to investigate
&gQMMOajgcl rqgyUoOg _rgqgd_argml Ogsptcw
image of SSO and to decreas@@@riolsigisd q i g Opcgc _paf O
satisfaction and trustworthiness towards service quality in order to provide
with regards to SSO risk maoagenparsonnel survey, relationship creation
research and factors sostreatporganizational culture research in order to ir
substantially Human Resource ¥5Bagandgrdf association between the crez
d _ armpgOmdOcle_eckclrO | bOmpk | g:
& Toe ansily and synthesis of overall satisfaction s&uwely &s theiass
researches, call center 1506, notification of complaints, website, 'préss and
in order to improve the succeed of survey amiingdbisde s Suegisand
social

This survey is a Mixed Method which is consist of quantitativend qu:
There are 2 main sample siz& SBiOhché#t® surveys were taken place in
2 phase; before and after the servic@ lemeredizdy2 samples for before thy
service improvement and 19,221 samples for after the T@avitevieyproven
adopted fa@ace interview at 137 service points of SSO throRg@®0t the col
personB#iere were 26 samples gattipeth interview and 2,503 sample:
participated the online survey by using thENldiddezstetitd SSO personnel
throughout the country

Rf cOpcgc_paf OpcqgsjrOmdOajgclrqgl
overalissfaction level is satisfied with ab ayeag@dxigdering in each fund
point of views, it was found that Compensation fund had the most satisfi
average 92Q@@ercent, Social Security fund had a satiafiechtpyebBh an
percent and Employees also had a satisfied level ®dthegverage of 89

Rf cOpcgc_paf OpcqgsjroOmdOajgclrql
overall satisfaction level is most satisfied wilzerca/@@usiaddy in each
fund point of views, it was found that Compensation fund had the most sé
an average,0f @@rcent, Social Security fund had the most satisfied level wi
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of 9@5 percent and Employeesalswbisatisfied level with an é2@rage of 9
percent

Rf cOpcgc_pafOpcgsjrOmdOd_ar mpag
rpsqrumprfglcqgqgqOrmu_pbgOgcptgacOo
2012016 phaseund that in 201B morality and good governance was the
that had the less satisfackon 2@, /| 4 * OQQMUqg Oamk ks | g
factor that had the less satisfdrfionéevel get the most clarify aspect, apart
an average satisfaction analysis, researcher also adopted the relation be
satisfaction and Cqif@latinethod would represent how the relation level aff
overall satisfagtider analyzing thls method along etitntresaltigfavill rank
the solutionsin®déy g O | _j wgqgqOsr gj gxchbOrfc
the solutiphi@vas found that theSMI}ramlu Okc | O I bOj muOes
high priority subjects that heestdeETe priorities that needed to be solved ¢
kmp _jgrwO | bOemmbOemtcpl _|,a/@O | b
2ndra@d gef Okc | O _| b Oj mu O a,Tis paokjrequirgdm |
to be solved if necééxhthe 3rd3ikg e f Okc | O | bOf ge f
are services and pooesskses of service ®ubjent& also required to be solve
if necessary

In addition to an above analysis, researcher did further rels¢iarch by st
between an average satisfaction and Correlation by considering each attrit
good governance subject in order to get thelridme foarifictiadrine8L€d rank
Wj muOkc | O_| bOj mu &anoyp phat jneeded t;m be@aved
Rf cOnpgmpgrgcqOrf _rOlccbcbOr mO ¢cO
by citizens could access an opeféo2naf @ g e f Okc | O _| b C
group which is to serviddythequadly and i/ rank required to be solved
if necessayd the 3rd@¥k g e f Okc | O | bOf gef Oamp
status of Social Security fund and Coniff@issatiénafsadequired to be solve
if necessary

The research result of SSO personnel survey represented in overa
follow& of@anizational culi8@éR&tofanization engageiererceént
& ofyanization im8gep@bcdhtlaadershi®@B career pathwag eércent
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& qQality of lif§ 7@ercé&htréationshig®Percdiréward and complimentary
6%2 percent &rjoD descriptigi9GRrcend

Considering types of affiliation, it was found that average percentage
subjéx in the central offices are & foflgamizational cultdle pgdcent
& ofganization engag@heerd@brganization imégeéR&hte@dership
6796 perc@tc@eer pathwag percdht@ality of lifdZPeru raationship
6648 percédtré@vard and complime88ape®ent Engd descriptiogd568
percenfEOr regional offices, average percentage of satisfaction by subject
&' doganizational culiBfe pg9cesd olyanization engagediemer@nt
& ofyanization imadepérc&htlgadershify 3@ercdhitc@reer pathway 64
perced® qQality of lifedQTpercedit réationshiB@PperceBt révard and
complimenta@@giercent @jdddescriptig@sgerce®sides, there were some
respondents not indicated their affiliates and the average percentage G
subjects are as f@llo@mnizational culirp&e& ibfyanization engagement
7578 percédtofanization imageebcehtlaadershiB6Percébtcareer
pathway@perc&htjaality of lifdTPercé&talationshipBperc@iteward
and compliment@dy@gcent 8rjdD descripti@bGfercent

With regartisadactors that affected loyalty and engagement towards S
there are 2 main factors whiclb@efaptonp ftom SSO personn&S&@ group 2
clientdtQuas found that there was a high relation between personnel sa
orgnizational cultoreelation 93 pertki®could be described that SSO persol
satisfied to work with the ari@eiziton this contributes to a good foundati
organizational culture which is cons&sitisfatfectongieicand organizational
culturea®d initiate an organizational &ugegjatien?3 percent and 59 percer
respectively

With regards to the satisfaction survey of clients and personnel condt
of Research and DevelopmeBnhferpgrid@dDR@ich was found that personnel
cle eckclrO_ddcarcbhOajgclrquyUOqg_rg
rf _rOncpgmllcjOcle_eckclrOu&aOIl mr
in statistisighificance O
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Gl OrcpkgOmdOajgcl rqgyUOqg_rgqgd _ar
loyalty fact&cerrelation 26 perg@dtinfluenced beemgagement factors
&orrelation 46 peaf@ehengagement damtastion 18perthi® coldd
described that when clients satisfied with services, it would be affected to
engageméfthe aspect of trustworthiness towards services, it was found th
relation with loyalty &ctetation 4dgpwl affected to engagement,reSpective
This, it could be said that when clients trust in the services, it would be af
loyalty and engagement

Regarding to above analysis, it was illustrated that SSO personnel h
&orrelatior939percer®n@he other hand, the relation of SSO clients reves
relation in between low to meé&iamelatiokdB8percerihi® is because the
clients who registered in SSO are under the deterBGietioplofeegudation
employers felt that they weébetfovitiin to régiSte though, the objective of
SSO is to support their assurance imk OmMmyc pgncar gt c* O°
negative way in terms of the socitskatichs deduction in eac® montt
Furthermore, they are not acknowledged how such deduction would co
privileges or advantagestémna pemspecii@erefore, in order to create more
engagement with the clients, comrmemoasioimigottant factors to initiate a
awareness about privileges or advantages under the registration of SSO s
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Engagement Engagement Business
Drivers Outcomes Outcomes
Brand Talent f'roi\
Reputation Retention -
Brand/EVP Absenteeism
Corporate responsibility Wellness

Leadership

Senior leadershi
\Jr::k BU leadership ' Operatl'opal &
Experience Productivity
Performance Safety
Career opportunities
Learning and development ®
Performance management Customer [\
Peaple management Satisfaction
Rewards and recognition NPS
Retention
Company Practices The Basics The Work
Communication Benefits Collaboration h
Customer focus Job security Empowerment/autonomy Bnaneal
Dlver§\ty fmd inclusion Safety . Waork tasks Revenue/sales growth
Enabling infrastructure Work environment Op. incomeJmargin
Talent and staffing Work/life balance

Total shareholder return

ij N 22IA@N Hewitt Model
1 nhttdwiocorumasapitgbnsultittpugheadershéperhorewitt
modelfemployeagagenjsnt
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4@mployee Satisfaction & Customer Satisfaction

Guidestar Resg@8Ndmerous empirical studies show a strong p
relationship between employee satisfaction and €BstynBemdatig&6tion
George, 1990; Reynierse & Harker, 1992; Schmitt & Allscheid, 1995; Schr
Schneider, White, & Paul, 1998; Schneider, Ashworth, Higgs, & Carr, 1996
Halbrook, Meder, Stuchlik, & Thorpe, 199 G\iljggste@ony this wealth of
findings, positive changes in employee attitudes |lgad to positweeichan
satisfaction

Some investigations have provided explicit measyfe® efktmsplelations
a study at Sears Roezi@n&Cthat @dive improvement in employee attitude
led to g3lrise in customer satisfadtidnwhigdmeratgdracase in reyedues
Brook&000ré&viewed the relationship between financial success and cu
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employee variggesustomer satisfaction, employee saiisféiction ttat,
depending on market segmeustandoetween 40 and 80 percent of custt
satisfaction and customer loyalty was accounted for by the relationship be
attitudes and custelated varial®¥@silarly, Vilares and2060@bnd that
perceived employeeicatigfaateived employee loyalty, and perceived en
commitment had a sizable impact on perceived product quality and on p
gualitg&ee model below

Perceived
Employee r

Commitment \ Perceived
L Product Quality
Perceived
Value
Perceived /

Employee Perceived
Satisfaction Service
Quality
Perceived I

Employee Loyalty ot 2
ustomer
Satisfaction

ij N28Employee Satisfaction & CustorMo&aitisfaction

According to their model, employee satisfaction not only affect:
commitment and employee loyalty, but it also hageaditett kndimaiect
on critical customer satiédetorariables
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Table 1 : The S50 personnel in 2014

1579075 675 1,367 2,042 Government Officials
and1uszdn 96 170 266 Permanent Employees
NUHIUTITEATT 68 227 290 Government Employees
wuAMuUsEAUAIRY 2,025 2,349 4374 SSO Employees

W - ansismluiu

ialn D NS dvtinanseiud e
Note : Workforce Profile according to Calendar Year
Source @ Personnel Administration Division
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