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Abstract
= e

This report contains the results of the Social Security Office (SSO) service-user
satisfaction survey in 2018. The study was conducted by Community Economic
Development and Research Centre, Faculty of Economics, Chiang Mai University. It has the
following objectives: 1) to survey the satisfaction levels of service users in 2018 on the
service provided by the SSO, 2) to survey the dissatisfaction levels of the service users in
2018 on the service provided by the SSO, 3) to survey the commitment of the service users
and stakeholders to the SSO, 4) to use the results of satisfaction, dissatisfaction and
commitment to analyze factors and risks that affect satisfaction, dissatisfaction and
commitment to service development of the SSO and 5) to derive recommendations for
the preparation of plans or measures for the development, improvement, problem solving,
proactive work processes, and to create service innovations for the SSO.

The undertaken research yielded the following results. (1) In 2018, service users gave
SSO an overall satisfaction score of 4.251 out of 5 - the highest score, which is 4.631,
being satisfaction from improvement of online services, and the lowest score, which is 3.986,
being satisfaction from receiving news and information via different communication
channels. (2) On the services of the SSO side, it was found that only 6.8 percent of service
users claimed to have encountered problems related to SSO services. Therefore, it can be
concluded that most users are satisfied with the service provided by the SSO. Social security
officers (most) can provide services that make the service user very satisfied with the level
of satisfaction 4.261. However, there are still problems from the service of the staff (partly),
causing the users to be dissatisfied with the score of -3.366. As a result, it can be interpret
that the staff and personnel of SSO is the most important factor that causes the service
satisfaction of the SSO. (3) Regarding the commitment of users to the Social Security Office,
it was found that 40.2% of service users had a high level of commitment to SSO, 45.6%
a medium level, and 14.2% a low level. On the stakeholder side, 92% had a high level of
commitment to SSO, leaving the remaining 8% to a medium level. (4) Risk factors for service
development of the Social Security Office lied on its poor public relations and
communications. The content did not meet the needs of the insurers; they could not access
to certain information and were not informed of their rights; publicity of information;
insurers’ acknowledgement of rights; and insurers’ lack of understanding of channels and
ways to exercise their rights through the healthcare partner network. (5) Recommendations
for creating a plan for measures to improve service improvement are 6 aspects,

15 approaches, including



Aspect 1) The staff and personnel of the SSO which consists of 1.1) Guidelines for
cultivating corporate values for service love by giving them the awareness of the importance
of public service work. 1.2) Guidelines for the development of knowledge of social security
officers seriously /continuous staff training /training center setting with test indicators and

1.3) Guidelines for reducing complaint statistics.

Aspect 2) Rules that impede work which include guidelines for improving
regulations, obsolete operating conditions which are an obstacle to work, and reduction of

duplicate documents.

Aspect 3) Publicity of news and information which include guidelines for developing

patterns of publicizing information thoroughly and clearly.

Aspect 4) Service technology of the SSO which consists of guidelines to promote

and educate the use of services via the Internet of Social Security Office.

Aspect 5) Service through the affiliate network which consists of 5.1) Guidelines for
building confidence of payment through partner network agents. 5.2) Guidelines for
integrating database systems to be more efficient, database connection between
departments. 5.3) Guidelines for knowledge development of the partner network staff to
understand social security. 5.4) Guidelines for the development of forms /methods of
delivery of documents to employers / new insurers and 5.5) Guidelines for the development

of healthcare network services.

Aspect 6) Employer and Insurer which consists of 6.1) Guidelines for supervising
employers to follow the rules of the Social Security Office. 6.2) Guidelines for reducing the
insurer Section 39 who does not pay contributions continuously. 6.3) Guidelines for
expanding the new insurer (Section 40) and 6.4) Guidelines for reducing the insurer Section
40 who does not continuously pay contributions. Nevertheless, from all of the
aforementioned measures, it is highly recommended that, for the next round of survey in
2019, the analysis of importance and possibility of each measure should include ranking and
prioritizing measures according to necessities and urgencies by stakeholders, who will be
giving qualitative data via interviews in order to rank the measures that the Social Security
Office must accelerate to follow priorities ,and the results from such interviews can be
analyzed to see the structural relationships between measures to further promote the
strengths and reduce the weaknesses of SSO services as well as to give different priorities to

different measures.
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a1vdeuinia (awy3) 19 4.216 822 | 407 |415| 165 | 13 | 00
Aaiys 28 4.154 80.7 | 350|457 | 191 | 02 | 00
Feum 4 4.410 912 | 498|414 | 87 0.1 0.0
aizlﬁ 12 4.248 85.6 |39.2|464 | 143 0.1 0.0
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‘Uaiﬁ 33 4.137 799 | 343|456 | 19.6 0.5 0.0
a3y (vay3) 15 4.232 89.7 | 337|560 | 100 | 03 | 00
REA0N 18 4.216 82.6 394|432 | 170 0.4 0.0
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AnvuaInkng (Sxeed) 9 4.291 88.3 409|474 | 115 0.2 0.0
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a1l (UsyaauAsdug) - 4.091 81.2 |279|533| 188 | 00 | 00
mMangiueeniduinile
UATIIVEU 28 4.128 79.6 | 332|464 | 204 | 00 | 00
a191UINYes (UATIIYELN) 20 4.225 80.4 | 421|383 | 19.6 0.0 0.0
a1uluugs (UAss1vdun) 27 4.159 86.8 | 295|573 | 127 | 05 | 00
UIsug 6 4.455 919 [539 (380 79 02 | 00
A1U1U79504 (Y356 12 4.346 91.0 |435|475| 9.0 0.0 | 00
guns 22 4.197 915 | 282|633 | 85 0.0 | 00
aAvIQi (g5und) 29 4.126 926 |20.0|726| 74 | 00 | 00
FEsINY 25 4.174 848 |325|523| 152 | 00 | 00
QUaTI¥El - 4.102 830 |272|558| 170 | 00 | 00
a1 AveAY (UaTIYETH) 8 4.427 957 | 470|487 | 42 0.1 | 00
olass 9 4.404 938 | 467|471 | 6.1 0.1 | 00
Fuqil 13 4.282 90.1 |382|519| 98 0.1 | 00
IUNI3Y 21 4.202 889 |314|575| 11.1 | 00 | 00
TJenu 26 4.164 838 | 325|513 | 162 | 00 | 00
MBI 17 4.253 88.0 |37.4|506| 120 | 00 | 0.0
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VUL 23 4.194 825 | 376|449 | 167 | 08 | 0.0
ANUIYUUN (VOULLAL) 5 4.457 932 | 526|406 | 68 | 00 | 00
annnuli (veuuniv) I a6 936 |701|235| 62 | 02 | 00
905511 7 4.453 89.7 | 560 |337| 98 | 05 | 00
a111nunT (8nsenil) 4 4.496 94.4 |551(393| 56 | 00 | 00
Bl 4.562 952 | 611 |341| 47 | 01 | 00
NuBIANY 15 4.263 886 |381|50.5| 11.1 | 03 | 0.0
AIAY 11 4.358 89.2 | 468|424 | 106 | 02 | 00
Sou1dn 19 4.238 86.7 |37.2|495| 133 | 00 | 0.0
anlnunes (Seeldn) 18 4.251 838 |413|425| 162 | 00 | 00
nuWdUS 16 4.260 828 |43.6|39.2| 168 | 04 | 0.0
UATNU 14 4.275 976 |298|678| 24 | 00 | 00
UNAMNT 24 4.190 84.3 | 347|496 | 157 | 00 | 0.0
anauns 3 4.500 927 | 576|351 | 71 | 02 | 00
A1UainuauAY (@anauas) 10 4.371 88.4 |489|39.5| 114 | 02 | 00
ALY
Feslv 20 4.163 849 |314|535| 151 | 00 | 0.0
a1 (Fealnal) 8 4.278 851 [430|421| 146 | 03 | 00
a1 17 4.170 821 |349|47.2| 179 | 00 | 0.0
anuntulas @) 14 4.211 84.7 | 365|482 | 153 | 00 | 0.0
a1 22 4.148 818 |329|489| 182 | 00 | 0.0
anv iy (d1) 24 4.139 817 |324|493| 181 | 02 | 0.0
9nSANE 6 4.362 90.1 |462|439| 98 | 0.1 | 00
w3 4.270 90.1 |371|530| 96 | 03 | 00
#101904 (Un3) 7 4.281 940 | 344|596 | 56 | 04 | 00
Wy 19 4.165 89.4 |271|623| 106 | 00 | 0.0
a1t (W) 16 4.174 930 |244|686| 70 | 00 | 00
NeLE 10 4.254 89.5 |360|535| 105 | 00 | 0.0
Weese 18 4.170 837 |334|503| 163 | 00 | 0.0
wiigasaou 12 4.247 89.4 |354(540| 106 | 00 | 0.0
UATAITIA 2 4.499 94.7 |551|39.6| 53 | 00 | 00
a191AT (UATATIA) 4 4.491 949 | 542|407 | 50 | 01 | 00
gYisil 11 4.250 884 |366|51.8| 116 | 00 | 0.0
AUHALNYS - 4.638 943 | 696|247 | 56 | 01 | 00
n1n 15 4.174 833 |34.1|49.2| 167 | 00 | 00
a1vuslann (1) 13 4.220 86.6 |359|50.7| 129 | 05 | 0.0
gluvie - 4.126 80.6 |321|485| 194 | 00 | 0.0
iwaglan 5 4.405 919 |485|434| 81 | 00 | 00
animes (wallan) 3 4.498 95.8 | 541|417 | 42 | 00 | 00
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IR 25 4.132 775 359|416 | 223 | 02 | 00
YTy 21 4.160 78.7 |382|405| 204 | 09 | 00
anvwandn (wsysal) 23 4.142 758 |383|375| 242 | 00 | 00

Aele

UASAITITNINY - 4.474 924 |551(373| 75 | 01 | 00
aUYjeas (UATATFTINTIY) 12 4.179 88.9 [29.0|59.9| 111 | 00 | 00
audiva (UATAIFTINTIY) 15 4.176 856 |326|53.0| 138 | 0.6 | 00
nsed 10 4.195 81.7 |384|433| 176 | 07 | 00
anAaewiey (n3xd) 3 4.337 89.4 | 444|450 | 105 01 | 00
e 11 4.184 87.7 |31.0|56.7| 119 | 04 | 0.0
ifin - 4.064 835 [229|606| 164 | 01 | 00
annsey] (i) 9 4.243 83.0 |416|414| 168 | 02 | 00
g9 3001l 5 4.314 884 |43.0|454| 115 | 0.1 | 00
avnzaye (@51ug3on1) 6 4.287 90.7 [380|527| 93 | 00 | 00
JUBY 13 4.178 825 [356|46.9| 174 | 01 | 00
YUNT 17 4.137 856 |283|57.3| 141 | 03 | 00
GNUGA 7 4.256 857 [39.9|458| 143 | 00 | 00
avmalvg (@ewan) 4 4.332 87.7 |46.1|41.6| 119 | 04 | 00
GRUAGETCRN G 19 4.098 80.0 [30.0|500| 199 | 0.1 | 00
ana 14 4.176 852 |325|527| 148 | 00 | 00
na 16 4.173 84.2 |333|50.9| 155 | 03 | 00
a1v1igeen (M39) 8 4.254 87.1 [39.2|47.9| 119 | 1.0 | 00
a3 21 4.065 838 [229|609| 160 | 02 | 00
Unanil 20 4.089 80.3 [29.3|51.0| 190 | 07 | 00
gyan 18 4.130 86.3 |269|594| 135 | 02 | 00
PEACRRG 2 4.393 922 | 472|450| 7.7 | 01 | 00
vanews :  * Top 2 Box wefia evavanufewelasziu “unnfiganazann” lewfisuidu

dnahuiuovazauianelanvun Tgnsnell Azuuuved [(5+4) / (5+4+3+2+1)] x 100
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