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ABSTRACT

The Social Security Office Satisfaction Survey Report 2021 is conducted
based on interviews of Social Security Office service users/customers with a total
number of 25,765 samples. It was found that (1) in 2021, the Social Security Office
received an overall satisfaction score from service users at 85.17% (meaning the most
satisfied and very satisfied combined in total equal to 85.17%). When classified,
85.02% belonged to the Social Security Fund and 90.23% belonged to the Worker’s
Compensation Fund. (2) The issues that most satisfied the service users were the
quality of service (90.60%) and the service provided by staff (90.26%) (3) The issue
that created the least satisfaction for service users was information channels
(63.06%). (4) Service-wise, it was found that 7.29% of the service users expressed
their dissatisfaction. The services that encountered problems, ranking in order, were
No.1 facilities at 3.60%, No.2 service provided by the staff at 2.23%, No.3 information
and public relations at 2.10%, No.4 service process and procedures at 1.72%, and
lastly No.5 the quality of service at 1.40%. (5) Regarding the feeling of service users
towards the Social Security Office, it was found that the service users felt
accustomed to the Social Security Office at a high level or at 82.85%.

Regarding medical treatment, it was found that the insured persons, who exercised
their right to receive services at hospitals that are contractual parties to the Social Security Fund
and at medical facilities within the agreement of the Worker’s Compensation Fund, were satisfied
with the services at the overall percentage of 74.63%, which 74.31% belonged to Social Security
Fund and 83.33% to the Compensation Fund.

As for service users of the Industrial Rehabilitation Centre, it was found that employees
who suffered or experienced work-related accidents were satisfied with the service at the overall
percentage of 95.84, especially the rehabilitation in areas of mental and social matters, receiving
the highest satisfaction level at the percentage of 97.16.

The strengths of the Social Security Office are classified into 2 points which are (1) the

quality of service (90.60%) and (2) the services of the Social Security Office provided by the staff



(90.26%) which creates satisfaction to service users or visitors at a high level or to be precise, at a
level of “most satisfied and very satisfied”, which when combined, more than 90 percent of all
visitors.

Regarding weakness, there are two weak points of the Social Security Office, according
to the results of the analysis of factors and risks of satisfaction, which are (1) weakness in
information/public relations which service users showed satisfaction with only 86.81% (not high).
However, the information/public relations factor has high flexibility (0.299) meaning that the service
users think highly of the information/public relations factor of 0.299% therefore when the Social
Security Office improves the provision of information/public relations by 1%, it will affect the
service users and increase the overall satisfaction of the Social Security Office, from 0.299%.
(2) weakness of the communication channels because service users showed satisfaction toward
communication channels at only 63.06% (very low), but the communication channel factor has
high flexibility (0.199) meaning that the service users think highly of this 0.199% communication
channel factor because if the results of communication through various channels improved 19%,
it will affect the service users and increase the overall satisfaction of the Social Security Office,
from 0.199%.

Research Recommendations: The Social Security Office should find ways to improve
communication with service users both in terms of channels and forms of communication. Also,
improving public relations when promoting information to meet the needs of the service users, for
example, when the customers or service users wish to call the office, often encounter problems
with insufficient lines, busy line problems, or no response including problems from the call center
1506, with survey results showed satisfaction percentage of only 56.94%. The Social Security Office
should consider finding a solution for insufficient lines, for hardship in reaching the service unit via
call center 1506 and adapting to a more proactive coommunication method. Also, the office should
create public awareness such as making short video clips or short films with easy-to-understand
and correct content at the right time in various situations which can be broadcasted or promoted
through online media, including solving problems of negative and fake news that affect the image

of the Social Security Office.
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