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Abstract

The research on factors affecting service satisfaction of the Social Security Office (SSO) in
2018 are (1) to analyze the satisfaction of service recipients in 2018 on the service of the
Social Security Office, and (2) to analyze factors affecting service satisfaction of the SSO.
It is a quantitative research by using questionnaires as a tool to collect data from users of
SSO distributes the sample according to the 142 branch, 22,356 service user. Statistics used
to analyze the satisfaction of users is Descriptive Statistics and to analyze factors affecting
service satisfaction is regression analysis (Linear Regression Analysis). The results from the
study showed that users are satisfied with the overall at the highest level (4.251 point). The
service users rated satisfaction in the development of the service model via the internet
system, the highest (4.631 point), followed by facilities (4.284 Point) and services of the staff
(4.261 Point). Service users in the big size of the SSO’s office are likely to be satisfied with
the services less than the users in the small size of the SSO’s office. The results from
regression analysis of factors affecting service satisfaction of SSO found that service
satisfaction will increase if the service of the staff is improved, the confidence in morality
and transparency is improved, processes and procedures for service is improved. While
public relations and information effects on the satisfaction but with a relationship in the
opposite direction.
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Table 1. Factors of the SSO’s services

Main — factors

Sub — factors

1) Staff performance :

(1) Cheerful and willing to provide services

(2) Politeness, Well speaking, Good human Relationship (3)
Enthusiasm in providing service

(4) Helpful and informative

(5) Well dressed

2) Service Procedure :

(6) Providing service according to queue

(7) Convenience in service providing procedures
(8) Expediting of service providing

(9) Presentation of service procedure

(10) Accuracy and completeness of services

3) Facilities :

(11) Place’s cleanliness

(12) Place’s orderliness

(13) Sufficiency of facilities within the building such as chairs
and drinking water

(14) Sufficiency of document preparation

(15) Display of service/ public relations sign

4) Public relations of
information :

(16) Easy accession to the contents/details

(17) Clearness of content/details

(18)Usefulness of contents/details to the
users/customers

(19) updated content/details

(20) variety of communication channel

service

5) Quality of service
providing :

(21) Equality in service providing

(22) Accuracy and completeness of service providing
(23) Proper Timely of Service providing

(24) Transparency in service providing

(25) Users/Customers benefit from using the service

6) Development of
service provided by
internet :

(26) Users/Customers registration by internet

(27) Payment by e- payment

(28) Receipt printing by e-receipt

(29) Medical right checking by SSO connect

(30) Usage of SSO’s member website (new design)

7) Confidence in
Moral/Ethic and
Transparency :

(31) disclose content/detail and easy accession for public
(Rule of Law)

(32) Feedback receiving channel from users/customers and
others (Participation Principles)

(33) Equality and fairness in service providing (Rule of Law)
(34) Honesty of staff (Moral/Ethical principles)

(35) Staff * practice done correctly and could be checked
(Transparency Principles)

(36) Suitability of working ability and position of Staff (Value
Principles)

(37) Responsibility of staff in providing good services
(Responsibility Principles)
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Table 2. Sample size categorized by regional SSO users

-~ Igsured Illjwsured Insured Employees
Service Section s mployer S:gfi%r; S:Stsi(c))rr]] g:étsi%?w (Cor:nf%inds)atio Total
33 39 40
All over country : 137

units 2,763 9,849 3,334 4,779 1,421 22,146
Bangkok 240 1,006 261 241 120 1,868
Metropolitan 245 1,001 324 270 123 1,963
Central 700 2,693 727 960 359 5,439
North-East 608 1,966 796 1,351 313 5,034
North 524 1,603 744 1,225 282 4,378
South 446 1,580 482 732 224 3,464
5 Regions 31 60 39 20 60 210
Total sample size | 22,356

Reference: A Survey of SSO users satisfaction in 2018
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Table 3. Characteristics of the sample, Classified by type of users and individual
characteristics
Insured Insured
Employers / Person Insured person Employees.
attorney Section Pe_r son Section (Compensati Total
33 Section 39 40 on fund)
All over country : 137 2,763 9,849 3,334 4,779 1,421 22,146
units (100.00) (100.00) (100.00) (100.00) (100.00) (100.00)
Sex
Male 1,256 4,515 1,512 2,072 665 10,020
(45.46) (45.84) (45.35) (43.36) (46.80) (45.25)
Female 1,507 5,334 1,822 2,707 756 12,126
(54.54) (54.16) (54.65) (56.64) (53.20) (54.75)
Age
15-20 years 146 524 173 268 80 1,191
(5.28) (5.32 (5.19) (5.61) (5.63) (5.38)
21-30 years 733 2,992 891 1,123 381 6,120
(26.53) (30.38) (26.72) (23.50) (26.82) (27.63)
31-40 years 818 2,987 992 1,222 408 6,427
(29.60) (30.33) (29.75) (25.57) (28.71) (29.02)
41-50 years 793 2,410 842 1,333 384 5,762
(28.70) (24.47) (25.26) (27.89) (27.02) (26.02)
51-60 years 229 822 362 687 139 2,239
(8.29) (8.34) (10.86) (14.38) (9.78) (10.11)
More than 60 years 44 114 74 146 29 407
(1.59) (1.16) (2.22) (3.05) (2.04) (1.84)
Education level
Primary / Lower 418 1,479 540 1,014 239 3,690
(15.13) (15.02) (16.19) (21.22) (16.82) (16.66)
Junior high school 421 1,645 611 867 245 3,789
(15.24) (16.70) (18.32) (18.14) (17.24) (17.11)
High school / 476 1,778 651 925 273 4,103
vocational (17.23) (18.05) (19.53) (19.36) (19.21) (18.53)
certificate
Diploma / High 430 1,680 552 708 228 3,598
Vocational (15.56) (17.06) (16.56) (14.81) (16.05) (16.25)
Bachelor 617 2,064 605 767 260 4,313
(22.33) (20.96) (18.15) (16.05) (18.30) (19.48)
Master's degree / 401 1,203 375 498 176 2,653
Higher (14.51) (12.21) (11.25) (10.42) (12.38) (11.98)
Work status
Private employees - 963 - - 623 1,586
(daily (9.78) (43.84) (7.16)
wage)
Private employees - 5,784 - - 726 6,510
(monthly (58.73) (51.09) (29.40)
wage)
Government employees - 2,104 - - - 2,104
(21.36) (9.50)
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Table 3. Characteristics of the sample, Classified by type of users and individual characteristics

(Continued)

Insured Insured Insured Employees
Employers / Person person . Total

. Person - (Compensati

attorney Section Section 39 Section on fund)
33 40
Employer / business 2,763 868 - - - 3,631
owner (100.00) (8.81) (16.40)
(have subordinates)

Trading / Self- - - 1,690 2,732 - 4,422
employed (50.69) (57.17) (19.97)
self-employed - - 1,100 2,043 - 3,143

(32.99) (42.75) (14.19)
Unemployed (Looking - 94 - - 72 167
for (0.95) (5.07) (0.75)
work)
Not working and not - 36 544 4 - 583
ready to (0.37) (16.32) (0.08) (2.63)
work (out of work)

Reference : A Survey of SSO users satisfaction in 2018
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v '
43.68) PUIUAT (mfﬁﬂ) YBINTNANDUDTU

9
UIMT 3-4 159001 AW Table 4.

Table 4. Requesting services from SSO, classified by types of users and contact matters

Insured Insured Insured Employees
Employers / Person Person person .
. . - (Compensati Total
attorney Section Section Section on fund)
33 39 40
Subject contact
E:ﬁ;?fig;g;‘;‘?:;ﬁ::&” 1,127 5925 | 1658 | 2403 ] 11,113
Fund) (35.20) (55.01) (45.69) (45.89) (43.68)
Request a compensation 310 1,357 1,667
(Compensation fund) (9.68) i i i (5.21) (6.55)
Register and coordinate 631 2,434 881 929 865 5,740
with medical care. (19.71) (22.60) (24.28) (17.74) (33.22) (22.56)
Finance and Accounting 808 1,655 747 1,298 282 4,790
(25.23) (15.36) (20.58) (24.80) (10.83) (18.83)
Check and follow up debt / 326 757 343 606 100 2,132
Subsidy (10.18) (7.03) (9.45) (11.57) (3.84) (8.38)
Total 3,202 10,771 3,629 5,236 2,604 25,442
(100.00) (100.00) | (100.00) | (100.00) (100.00) (100.00)
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Table 4. Requesting services from SSO, classified by types of users and contact matters

(Continued)
Insured Insured Insured
Employers / Person Person person (E(r:]:) %Loiies;i Total
attorney Section Section Section f P d
33 39 40 | Onfund)
Average number of contact times (per year)
Request a compensation
benefit (Social Security 3.9 3.6 3.3 3.2 - 35
Fund)
Request a compensation i ) i
(Compensation fund) 4.5 3.7 3.9
Register and coordinate
with medical care. 44 3.7 33 3.7 38 3.7
Finance and Accounting 3.9 39 39 3.8 3.8 3.9
Chec_k and follow up debt / 42 41 36 35 36 38
Subsidy
Average of all contact
items 4.2 3.8 35 3.6 3.7 3.8

Reference: A Survey of SSO users satisfaction in 2018
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Figure 2. Overall satisfaction and satisfaction ratio of the SSO.
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Reference: A Survey of SSO users satisfaction in 2018
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Table 5. Satisfaction in the services of the SSO classified by the size of the SSO

Size of the SSO
All Groups -
Small Medium Large
Total 4.251 4.274 4.227 4.208
1. Staff performance : 4.261 4.274 4.305 4.187
(1) Cheerful and willing to provide services 4.253 4.248 4.331 4.201
2) Pollte_ness, Well speaking, Good human 4261 4264 4335 4189
Relationship
(3) Enthusiasm in providing service 4.246 4.254 4.301 4.178
(4) Helpful and informative 4.257 4.281 4.289 4.161
(5) Well dressed 4.289 4.325 4.271 4.205
2. Service Procedure : 4.244 4.276 4.238 4.163
(6) Providing service according to queue 4.273 4.294 4.316 4.176
(7) Convenience in service providing 4.252 4.288 4230 4173
procedures
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Table 5. Satisfaction in the services of the SSO classified by the size of the SSO

(Continued)
Size of the SSO
All Groups -
Small Medium Large

(8) Expediting of service providing 4.241 4.262 4.240 4.182

(9) Presentation of service procedure 4.227 4.254 4.235 4.145

(10) Accuracy and completeness of services 4.228 4.280 4.168 4.137
3. Facilities : 4.284 4.314 4.265 4.215

(11) Place’s cleanliness 4.312 4.342 4.307 4.232

(12) Place’s orderliness 4.297 4.326 4.284 4231

(13) Sufficiency of facilities within the
building such as chairs and drinking water 4.280 4.307 4.268 42171

(14) Sufficiency of document preparation 4.268 4.301 4.248 4.194

(15) Display of service/ public relations sign 4.261 4.295 4.219 4.202
4. Public relations of information : 4.210 4.254 4.132 4.154

(16) Easy accession to the contents/details 4.217 4.236 4.204 4.176

(17) Clearness of content/details 4.221 4.259 4.141 4.181

(15) Usefulness of contents/details to the 4216 4.266 4123 4157
service users/customers

(19) Updated content/details 4.202 4.258 4.104 4.132

(20) Variety of communication channel 4.193 4.250 4.087 4.124
5. Quality of service Providing: 4.248 4.316 4.162 4.135

(21) Equality in service providing 4.255 4.315 4.170 4.163

(22_) accuracy and completeness of service 4262 4331 4175 4145
providing

(23) Proper Timely of Service providing 4.230 4.298 4141 4.116

(24) Transparency in service providing 4.254 4.324 4.169 4.134

(25) Users/Customers benefit from using the 4240 4312 4153 4116
service
ishtlgsr\:gtlc?pment of service provided by 4631 4617 4654 4651
ingsrésr?eltJsers/Customers registration by 4.830 4838 4.840 4797

(27) Payment by e- payment 4725 4.683 4.734 4.836

(28) Receipt printing by e-receipt 4.475 4.437 4.483 4574

(29) Medical right checking by SSO connect 4.828 4.837 4.837 4.795
de(s?}g?])Usage of SSO’s member website (new 4.298 4.291 4376 4252
7. Confidence |_n Moral/Ethic and 4089 4081 4080 4119
Transparency :

(31) _Dlsclose coptent/detall and easy 4084 4047 4110 4164
accession for public (Rule of Law)
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Table 5. Satisfaction in the services of the SSO classified by the size of the SSO

(Continued)

Size of the SSO
All Groups -
Small Medium Large
(32) Feedback receiving channel from
users/customers and others (Participation 4.035 3.995 4.086 4.102
Principles)
(33) Equality and fairness in service 4071 4070 4030 4105
providing (Rule of Law) ) ) ' )
(34) Honesty of staff (Moral/Ethical 4099 4101 4070 4118
principles) ) ) ' )
(35) Staff ’ practice done correctly and
could be checked (Transparency Principles) 4.104 4.105 4.084 4.118
(36) Suitability of working ability and
position of Staff (Value Principles) 4.123 4.128 4.095 4.134
(37) Responsibility of staff in providing
good services (Responsibility Principles) 4.106 4.119 4.082 4.091

Reference: A Survey of SSO users satisfaction in 2018

'
A o

=3 % a
werhwanzuuuaNuiane laluilaveuims
Mua1aq voe ave. nfFeuieusumnaiu

< —

vuaved dild. 16n nane Tne (Figure 3.)

HaMIANET WM IFUTMs Ty ad.

] = Y =K
vnalnguazauianais duur Tdunanel
msIiusmsves ala. desndngldusmslu
<

aa. vuaan

UINT 4 519M15 (519MTAAUN 22 —

A Y a Y Y
25) Ao (1) M3 1HUIMIgABIATUAIY (2)
Y A . 4
msliusmsegluszeznaimunzay (3)
asldusnisiadiuldsala uay (4)
Aldusms1asudseTemininms1dusms A
aglunsguaves dld.vumananazyuia
Ing linadisasazuuu "aoud1ed 1o
WFeumeuduusmsainduly alla.vina
=S . =] ) ]
IAYINU HAZTNFINN (Gap) vauazLUY (B9
W13z FUNT ) "M1aNINAI" FIIH
Y a A A A @ <

M3 v UsmMdu iwetieuny ada.vua@an

= ' T a G
IINAINUINIT 4 F18N1TU ‘ﬂ@galu‘ﬂ'l"lll

@

VHareUVe dilavinanarwazvia lng
Jaligagouvesms liusng
U d‘d A =

8.3 fodaiiinananuianelalums

Y A
¥uSmsves ala.
8.3.1 Jumwnsaun

a 4 @ v =3

MINATIZHANVTUNUTVDIANVN

noladieaunisnnney (Linear Regression

Analysis) Han13AnE1 A1y Table 6.

59




— 23#3

ICS

ty Journal of Economi

iversi

Chiang Mai Un

Small 's SSO

Medium 's SSO

Weakness

Large 's SSO

O

Buisn wouy 11yauaq siawoisnd/siasn (5z)
Buipinoid aainuas ul Aouatedsueld] (v2)
Buipinoud ad1nas Ajswi] Jadoid (£2)
90IAIBS
J0 ssaua1a|dwod pue Ageinade (gg)
Buipinoad aa1au8s ul Aufenb3 (1)
[auuByd UOREIIUNWWOI Jo A1BLIeA (02)
s|rersp/auaIu00 parepdn (6T)
ERIIVEN
a1 01 S|1BI9P/SIUBIUOI JO SsauInyasn (8T)
S|Ie1op/AusI09 JO ssautea|d (£1)
S|1e19p/SIUsIU0ID
3y} 0] UoIssaIde AseT (9T)
ubis
suoneal a1jgnd /a21A18s Jo Aejdsia (ST)
uolresedsad Juawnaop 4o Ausidiyns (y1)
Buiping
U} UIYNM S311[198) JO AouBIoyns (ET)
Ssaulllapio s.a2eid (ZT)
ssauljues|d s.a9eid (T1)
S90IAIBS
10 ssaualajdwod pue Aoeinday (0T)
3Inpaooad 921AJ8S JO uoIeIUasald (6)
Buipinoad 891/48s Jo Bunipadx3 (8)
salnpasoud
Buipinoud 821A18s Ul 8dUBIUBAUOD (/)
ananb o1 Buipiodge ad1nas Bulpinoid (9)
passalp |13 (S)
anirewour pue [nydieH (v)
901AJ9S Ul wiseisnyug ()
uewiny
pooo ‘Bunyeads [|9AA ‘sseusiljod (2)
S90IAIBS
Buipiaoid ur AjButjjim pue [ngsayDd (1)

1

4.400

4.350

4.250

4.200
4.150
4.100
4.050

4.000

3.950

Figure 3. Satisfaction in the services of the SSO classified by the size of the SSO

Reference: A Survey of SSO users satisfaction in 2018
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Table 6. The analysis of the relationship of satisfaction with regression. Sorted the

components by flexible descending.

B t
(Constant) 0.872 28.10
Factor :
1. Staff performance 0.181 16.36*%**
2. Confidence in Moral/Ethic and Transparency 0.080 8.83***
3. Quality of service providing 0.070 6.16***
4. Service procedure 0.027 2.25*
5. Public relations of Information -0.028 -2.59**
6. Facilities -0.005 -0.42
7. Development of service provided by internet 0.025 1.25
Large SSO in Bangkok 0.090 18.00***
Large SSO in Perimeter Provinces 0.090 14.08***
Medium SSO in Bangkok 0.081 5.11%**
Medium SSO in Perimeter Provinces 0.079 13.17%**
Small SSO in Southern Region 0.011 2.60**
Medium SSO in Central Region -0.020 -3.00*%*
Small SSO in Central Region -0.027 -6.51***
Large SSO in Central Region -0.029 -5.34%**
Large SSO in Northern Region -0.044 -5.21***
Large SSO in Northeastern Region -0.054 -5.67***
Medium SSO in Southern Region -0.058 -8.12%**
Small SSO in Northern Region -0.004 -1.05
Medium SSO in Northeastern Region -0.004 -0.54
Medium SSO in Northern Region -0.006 -0.85

Note :
R? =097

* significance at 0.05 , ** significance at 0.01 , **** significance at 0.001

Ntotal = 22,146, Nsmaisso = 13,274, N vediumsso = 4,061, N Largesso = 4,811
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Table 7. The relationship between overall satisfaction and SSO size, classified by

different regions.

Region Small SSO Medium SSO Large SSO
Bangkok No service unit ) +)
Perimeter Provinces No service unit ) )
Central Region ) ) )

Region Small SSO Medium SSO Large SSO
Northeastern Region Insignificant Insignificant )
Northern Region Insignificant Insignificant )
Southern Region +) ) No service unit

Reference: Table 6
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Table 8. Correlations of factors affecting satisfaction Classified by size of SSO

Size of SSO Unit
Small Medium Large
1. Staff performance :
Cheerful and willing to provide services .238** .201** .036*
Politeness, Well speaking, Good human Relationship .230** .202** .065**
Enthusiasm in providing service .203** 197** .048**
Helpful and informative .205** .208** .062**
Well dressed .181** .106** .065**
2. Service Procedure :
Convenience in service providing procedures .165** .103** .059**
Expediting of service providing .168** .102** .065**
Presentation of service procedure .156** 131** .036*
Providing service according to queue A127** .160** .037**
Accuracy and completeness of services .149** 126** .054**
3. Facilities :
Place’s orderliness 122%* .084** .037*
Place’s cleanliness .124%* .103** .038**
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Table 8. Correlations of factors affecting satisfaction Classified by size of SSO

(Continued)

Size of SSO Unit

Small Medium Large
driSrl]JIIif:gewng%/erOf facilities within the building such as chairs and 1o 114 039%*
Sufficiency of document preparation .140** .108** .069**
Display of service/ public relations sign A17** 107** .050**
4. Public relations of Information:
Clearness of content/details .099** .086** .043**
Usefulness of contents/details to the service users/customers 101** .054** .036*
Updated content/details .118** .082** .054**
Variety of communication channel 114** .075** .074**
Easy accession to the contents/details .105** .045** .059**
5. Quality of service providing:
Transparency in service providing .164** .079** .055**
Accuracy and completeness of service providing 173** .065** .053**
Users/Customers benefit from using the service A171** 077** .042**
Proper timely of service providing .184** .086** .047**
Equality in service providing 167** .081** .046**
6. Development of service provided by internet :
Usage of SSO’s member website (new design) .025** -0.014 -.049**
Payment by e- payment .034** .090** 0.006
Receipt printing by e-receipt .063** .085** -0.016
Medical right checking by SSO connect .025** .075** 0.003
Users/Customers registration by internet .090** .083** -.031*
7. Confidence in Moral/Ethic and Transparency :
Honesty of staff (Moral/Ethical principles) .163** .091** -.041**
Equality and fairness in service providing (Rule of Law) .155** 073** -0.007
(TSr;ifsfpafére:gc;ridnocrzgI(;(s))rrectly and could be checked 157 067 -0.002
Pr?:gg?;l;)ty of working ability and position of Staff (Value 151% 053%* -0.009
Pr?neSi%?gs;blllty of staff in providing good services (Responsibility 170% 067% 0,002
(Pi?ﬁ?;it)pazili(of%erli\r/gg I(;Z;innel from users/customers and others 173 051 0.003
I_al\),\lsclose content/detail and easy accession for public (Rule of 1745 038* 0.014

* significance at 0.05
** significance at 0.01
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