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Abstract

The satisfaction survey of the clients received from the Office of Neighboring

Countries Economic Development Cooperation Agency (Public Organization) (NEDA) in Fiscal

Year 2016,

1)

has the following objectives:
To conduct a satisfaction survey of clients about the quality of service of

NEDA in fiscal year 2016, and

2)

To conduct a study, analyze and prepare a survey report of satisfaction in

service.

This survey was to use quantitative research method (Quantitative Research), in the

type of research with survey (Survey Research) by processing and analyzing a sample

of clients at a time, and by focusing on a single measure (One-shot Descriptive Study).

The sample groups were based on clients satistisfaction surveys from both in the country

and neighbouring countries including Laos, Myanmar and Cambodia. There are 505 data

samples in total collected from the clients of NEDA as follows:

Group of agencies from neighbouring countries at 89 persons

General Thai client service group (financial institutes, consultants, contractors,
university and press) at 100 persons

Government agencies group/coordinator in Thailand (government and state
enterprise) at 114 persons

General public group in the project area of neighbouring countries at 202 persons;
consisting of construction of Highway 67 (R 67) Anlong Veng - Siem Reap,
Improvement of Road No. 48 (R48) Trad - Koh Kong-Sarae Ample Cambodia, Road
construction projects of Chiang Rai-Kunming through Lao PDR (R3), Rail Link
projects between Nong Khai — Thanaleng, and Road construction projects from

the Hongsa-Ban Chiang Man (Muang Jompetch, Luang Prabang, Lao PDR)



The results are summarized as follows:

1. Satisfaction in quality of service in various area.

1.1 Overall satisfaction with the service quality of NEDA provided to general
clients group
(Group of agencies from neighbouring countries, General Thai clients group and

Government agencies/coordinator in Thailand group)

1.1.1 Overall satisfaction with the service quality of NEDA in year 2016 is at an
average satisfaction score of “very satisfaction” level of 4.5071.

1.1.2 Every aspect is at the “very satisfaction” level. The area that received higher
satisfaction rating is the operational processes and procedures of NEDA (4.5545), the second
is the operation officers of NEDA (4.5418)

1.2 The satisfaction with the service in various fields of NEDA from the clients who
are the local people from the neighbouring countries where the corporate social

responsibility activities were organized by NEDA.

The clients who are the local people from the neighbouring countries where NEDA
organized the social activities has the satisfaction with services in various areas at the

“satisfaction level” of 4.2020.

The average score given at “very satisfaction” level is the potential for the
implementation of the main tasks of the NEDA (4.5037), and the Corporate Social
Responsibility (CSR) for society (4.2286).

The public relations on the project implementation of NEDA received an average

score at “satisfaction level” (3.9002).

1.3 The satisfaction with the service in various fields of NEDA when considering by
groups found that every group is satisfied with the quality of the service of NEDA in
2016 at “very satisfaction level” while the the group of agencies of neighbouring countries

is satisfied at “satisfaction level”, higher than other groups (4.5469).

1.4 Satisfaction with the operational proceses and procedures services of NEDA

Consideration by groups found that all three groups are satisfied with the

operational processes and procedures services of NEDA at “very satisfaction level”.



The minor issues which received an average highest satisfaction score in each group

are:

Group of agencies from neighbouring countries — “efficiency in collaboration with the

relevant agencies on foreign policy and various economy issues (4.7528)”

The general Thai clients service group — “the operational processes and procedures

of NEDA is at standard, modern and efficient in comparison to other agencies (4.6869)”

Group of government agencies/coordinator in Thailand - “the operational processes
and procedures are transparent, in compliance with good governance and good
administration (4.7105)”

1.5 Satisfaction with the performance of NEDA officials

Consideration by groups found that all three groups are satisfied with the

performance of NEDA officials at “very satisfaction level”.

The minor issues which received an average highest satisfaction score in each group

are:

Group of agencies from neighbouring countries — “knowledge and ability to provide
service such as respond to enquiries, clarify any any questions, make recommendation, help

solving problems correctly, reliability, etc. (4.6966)”

The general Thai clients service group — “honesty in performing duties such as not

asking for something in return, no taking bribes, no wrongful exploitation, etc. (4.6600)”

Group of government agencies/coordinator in Thailand — ““honesty in performing
duties such as not asking for something in return, no taking bribes, no wrongful exploitation,
etc. (4.7895)”

1.6 Satisfaction with service facilities

Consideration by groups found that all three groups are satisfied with the

performance of NEDA officials at “very satisfaction level”.

The minor issues which received an average highest satisfaction score in each group
are:
Group of agencies from neighbouring countries — “location, modern and sufficient

facilities to accommodate coordination (4.6966)”

The general Thai clients service group - “location, modern and sufficient facilities to

accommodate coordination (4.5000)”



Group of government agencies/coordinator in Thailand - “signage, symbol/

information to advise the service point (4.6140)”
1.7 Satisfaction with various issues about the corporate public relations of NEDA

Consideration by groups found that all three groups are satisfied with the

performance of NEDA officials at “very satisfaction level”.

The minor issues which received an average highest satisfaction score in each group

are:

Group of agencies from neighbouring countries — “the information on the operation
of NEDA disseminated through radio broadcasting system (4.7640)”

The general Thai clients service group — “the information on the operation of NEDA

disseminated through radio broadcasting system (4.6000)”

Group of government agencies/coordinator in Thailand - “thorough, adequate and

continuing to disseminate NEDA information through various media channels (4.6404)”

1.8 Satisfaction with the quality of service of NEDA provided to the group of

residents in the neighbouring countries project area

The neighbouring countries project area where NEDA organized the corporate social

responsibility activities

1.8.1 Considering the minor issues used as the measure to indicate the ability in
implementing the core mission of NEDA found that every area received an average

1

satisfactory score at the “very satisfaction” level. The area which received highest average

satisfactory score is
- the satisfaction with the existence of the project (4.6980)

1.8.2 Considering the minor issues used as the measure to indicate the public
relations on the project implementation of NEDA found that the area which received

an average satisfactory score at the “very satisfaction” level is:

- The responsible agencies for the project have made clarification and understanding

to the stakeholders about the project implementation (4.3134)

Other issues received an average score at the “satisfaction” level.



1.8.3 Considering the minor issues used as the measure to indicate the Corporate
Social Responsibility activities organized by NEDA found that the area which received

an average satisfactory score at the “very satisfaction” level is:

- Satisfaction with the corporate social responsibility activities organized by NEDA, on

the social development and raise living standards (4.4571)
2. Feedback received from the research to improve quality of service

The satisfaction survey of the clients received from the Office of Neighboring
Countries Economic Development Cooperation Agency (Public Organization) (NEDA) is to
collect the data from the sample groups. It found that the sample groups, who are general
clients, are mostly satisfied with the quality of service in various issues at the “very
satisfaction” level with no any issue receiving the average score of “moderately satisfaction”

level.

The sample groups have made comments and suggestions to improve the quality of
service on providing information, procedures and operational efficiency, which can be used

as follows:

(1) The information services
(1.1) Promoting the organization of NEDA and dissemination of information
have been propagated in a very small audience — hence most people do
not know NEDA. Therefore, there should be a much broader publicity by
using various media types and channels in dessimating the information in
order to make NEDA to be better known to the public
(1.2) The information provided through the website of the NEDA should be
organized into categories and easy to search for.
(2) To increase efficiency in operational processes and procedures. To
delegate decision-making without having to wait for approval from the

boarad, in order to perform each step faster



