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ABSTRACT

Year 2022 Social Security Office Received an overall satisfaction score from service
users at a level of 4.44 points, equivalent to 90.78 percent, increased from 2021 by 0.30
points, equivalent to 5.61 percent. (Means is the most satisfied and very satisfied with a total
of 90.78 percent) Classified by Social Security Fund 90.84 percent and Compensation Fund
87.89 percent. The issues that most satisfied the service recipients are the service of the
staff (93.37 percent) and the quality of the service (93.23 percent) and The issue that least
satisfies the service recipients is information (communication channels) (78.38 percent) and
found that the internal service process of service units in 3 aspects of 138 service units
(1.Service processes and procedures 2.Quality of Service 3.The service of the staff) is the
strength of the Social Security Office. Because there is an opportunity to make service
recipients with the social security office as a whole, increasing by 1.865 percent. While the
result of communication is a weakness because There is an opportunity to make service

recipients with the social security office as a whole, reducing -3.436 percent.

Other accompanying information includes : Recipients of the Social Security Fund
and Workmen's Compensation Fund Showing satisfaction with the services of the Social
Security Office staff the most, 93.47 percent and 92.36 percent, respectively. In this survey
sample of 16,621 service recipients, there were 8.98 percent of service-related problems in
7 subjects, 1.Service problems of staff 2.The problem of no additional services 3.Process
problems and service procedures 4.Problems of facilities in the building 5.Problems of
benefits 6.Public relations problems and 7.Public relations problems Call Center 1506

(But Most service recipients, 91.02 percent, did not find any problems in the service).

Medical care, the service recipients at the hospital expressed satisfaction with the
overall service of the hospital at 75.28 percent (Social Security Fund 75.10 percent
Compensation Fund 78.62%). Quality of medical services Received the most satisfaction,

81.01 percent (Social Security Fund 80.91 percent Compensation Fund 82.92 percent) but



the convenience of the process and Procedures for providing services of hospitals Received

the least satisfaction, 72.58 percent.

For service recipients at the Workers Rehabilitation Center, it was found that
Employees who suffer from work-related accidents Satisfaction with the overall worker
rehabilitation center service was 97.17 percent. especially the lifting Level of quality of life
of employees who suffer from work-related accidents Received the highest service

satisfaction of 100.00 percent.

Data from internal stakeholder surveys consisting of government officer, provincial
officer, permanent employees, government employees Social Security Employee The total
number of samples was 2,030 samples. The overall expectation was 58.65 percent and
the overall satisfaction was 52.43 percent as a stakeholder with the Social Security Office.
Therefore, building morale at work of the staff of the Social Security Office It is therefore
very important. In terms of service development The results of the 5 brainstorming meetings

showed that there are 3 service is

1.Communication, consisting of (4 topics) 1.1 Budgeting support. 1.2 Call Center 1506
call-back service. 1.3 A survey of behavior and communication needs that the insurers

expect and 1.4 An increase in the number of staff involved public relations.

2.Providing services at service units consisting of (3 topics) 2.1 One Stop Service
Counter. 2.2 Supporting GECC as a convenient government center. 2.3 Developing personnel

to be able to perform all missions.

3.The use of technology to provide services (1 topics), namely, a study of ways to

create cooperation between agencies, connecting databases between agencies.

It is an issue that the participants brainstorm. It is agreed that a service improvement
plan should be implemented within 1-5 years, along with creating morale in the work of the

Social Security Office staff.
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