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Abstract

= =

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 the service users
in 2018 towards SSO’s services, 2) to survey the dissatisfaction levels of the service
users in 2018 towards SSO’s services, 3) to survey the commitment of the service
users and stakeholders to the SSO, 4) to analyze the satisfaction and dissatisfaction
levels and to determine the root cause factors and risks from satisfaction,
dissatisfaction, commitment that impact the service development of SSO, and
5) to derive recommendations for improvements of work plan or measures to actively

solve work-process problems and to create service innovations for 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) Only 6.8 percent of service users claimed
to have encountered problems related to SSO services. Therefore, it can be
concluded that the SSO’s current service process has passed the acceptable criteria
defined by the service users’ perceptions. However, the dissatisfaction score of -3.366
could imply that (some) staff had caused service users’ feelings of dissatisfaction.
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 SSO. (3) 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) The risk of SSO service development
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. The satisfaction levels were low on SSO’s publicizing of

information; insurers’ acknowledgement of rights; and insurers’ lack of understanding



of channels and ways to exercise their rights via the medical treatment alliance
network. (5) There are fifteen recommendations for SSO to develop work plan and
measures to improve its services; which are as follows: 1) instilling the SSO values,
especially on ‘service mind’, by making the staff aware of the importance of public
service, 2) promoting how to use SSO online services, 3) building users’ confidence
on payment via alliance network representatives, 4) integrating the database systems
to ensure more effectiveness and connecting the databases across offices,
5) improving knowledge of the alliance network staff to better understand SSO’s
service work, 6) revising rules and conditions to ensure that the working process and
current practices do not create bottlenecks such as eliminating repetitive documents,
7) improving methods of publicizing information to be clearer and more thorough,
8) creating new ways of delivering documents to employers and insurers, 9) seriously
upgrading SSO staff’s knowledge with constant training and establishment of training
centers with some testing key performance indicators, 10) reducing compliant record
and statistics, 11) expanding the existing service-user base (Section 40), 12) improving
service of the medical treatment network, 13) supervising employers to follow the
rules set by SSO, 14) reducing the problem that insurers under Section 39 do not
regularly give social security contributions, and 15) reducing the problem that

insurers under Section 40 do not regularly give social security 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. 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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