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Preface

This executive summary is a part of a final report in the researching project titled
“The Client Satisfaction Survey Project of the Highland Research and Development Institute
(Public Organization) and the Confidence Survey Project on the Operational Roles of the
Highland Research and Development Institute (Public Organization) Fiscal Year 2017”. Hence,
the Highland Research and Development Institute (Public Organization) has assigned the
aforementioned project to Rajamangala University of Technology Lanna. Its aims are to
survey the client satisfaction of the Highland Research and Development Institute (Public
Organization) as well as the client confidence on the operation roles of the Highland
Research and Development Institute (Public Organization). Additionally, problems, limitation
will be addressed which will lead to suggestions on the development of service operation.
Consequently, client confidence on the operation roles of the Highland Research and

Development Institute (Public Organization) will then be raised.

The Client Satisfaction Survey Project of the Highland Research and Development
Institute (Public Organization) and the Confidence Survey Project on the Operational Roles of
the Highland Research and Development Institute (Public Organization) Fiscal Year 2017 is
conducted accordingly to the framework of the Highland Research and Development
Institute (Public Organization). Furthermore, Committee of the institute was responsible for
setting the survey area, target group and the research aspects. Thus, the researchers have
concluded all aspects of the research in this Executive Summary. In addition, other details

are included in the Final Report.

Research team

Rajamangala University of Technology Lanna
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Executive summary

Introduction

Highland Research and Development Institute (Public Organization) is a sector working
under Ministry of Agriculture and Cooperatives. The institute aims at promoting economy,
society and environment development projects in highland of Thailand for a sustainable
accomplishment. On 15th October, 2005, the royal decree on establishment of the Highland
Research and Development Institute was passed. Thereupon, the vision was set as “to be an
institute responsible for researching and developing to support the Royal Projects and

extends its success for a sustainable highland development”.

Forthwith, it is reasonable to conduct the Client Satisfaction and Confidence on the
Operation Roles Survey of the Highland Research and Development Institute (Public
Organization). That is to assure that the service quality of the Highland Research and
Development Institute (Public Organization) meets the needs of target population. Moreover,
it can be used to assure that the institute runs accordingly to the evaluation of expectations
and needs of both client and related parties. Correspondingly, nation agendas on ethics,
good governance, and anti-corruption and misconduct in public sectors are conformed. By
conforming such agendas, service quality will be raised, confidence among client on the
operation roles of the Highland Research and Development Institute (Public Organization)

will be built and guidance for the service development will be created.

Objective

1. To conduct a survey on client satisfaction of Highland Research and Development
Institute (Public Organization).

2. To conduct a survey on highland farmers confidence on the operation roles of the
Highland Research and Development Institute (Public Organization).

3. To address problems, limitations, suggestions and guidance on the development of

service operation.

Research Methodology

This research is considered a research and development with mixed methods of
quantitative and qualitative. The researching period is between 24" January to 20"
September, 2017. To begin with, questionnaires were used to collect data from two sample
groups. The data was then analyzed and calculated conforming quantitative statistics and
qualitative description. The sample groups include:
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Sample Group 1: 472 Highland Farmer Clients

1. 448 Farmer Leaders, Promoted Farmers, Transferred Farmers and Youth Leaders
who were provided service from Highland Research and Development Institute (Public
Organization). This could be separated by the area they receive the service: 144 farmers from
12 areas of the Royal Project Development Center, 217 farmers from 18 areas of the
Highland Development Project Using Royal Project System, 53 farmers from 5 areas of the
Expanding of the Royal Project Model for Sustainably Opium Eradication and 34 farmers from
3 areas of the Water Conservation Projects for the Queen.

2. 24 Personnel of 12 Royal Project Development Centers.

Sample Group 2: 400 visitors of Royal Park Rajapruek, Chiangmai

1. 200 general visitors at the Royal Park Rajapruek, Chiangmai

2. 200 learning participants of Royal Park Rajapruek, Chiangmai’s course.

Client Satisfaction Survey Result of the Highland Research and Development Institute

(Public Organization)

From the general features studying of 472 samples, it was found that;

1. Of those 24 personnel of Royal Project Development Centers, the survey
results show that 79.17 percent of the sample was male, 45.83 percent was 30-39 years old
and 79.19 percent earned a bachelor's degree.

2. Of those 448 farmers, the survey results show that 65.18 percent of the sample
was male, 28.35 percent was 40-49 years old and 82.59 percent graduated from junior high
school.

The findings of Client Satisfaction Survey showed that the overall satisfaction was on
average at the “Most Satisfied” level, average scores was 4.387 (out of 5) counted as 87.74
percent, could be explained as following ;

1. Classifying the satisfaction level survey result according to service aspect, it
could be concluded that the clients were “Most Satisfied” with every aspect of service
which includes; the satisfaction in aspect of knowledge transfer was on average at 4.244,
counted as 84.85 percent. The satisfaction in aspect of service processing was on average at
4.307, counted as 86.13 percent. The satisfaction in aspect of personnel service was on
average at 4.486, counted as 89.71 percent. The satisfaction in aspect of accommodation
was on average at 4.285, counted as 85.70 percent in that order.

2. Classifying the satisfaction level survey result according to the client group, it
could be seen that every group of samples were all the “Most Satisfied” toward the service.
Average score from the personnel of Royal Project Development Centers ranked the most
with 4.478 scores, 89.56 percent. Farmers gave 4.288 scores, counted as 85.76 percent.

For the farmers group, the Promoted Farmers were the most satisfied group who gave
the “Most Satisfied”, 4.201 scores, counted as 85.82 percent. Following scores were the
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“Most Satisfied”, 4.288 or 85.76 percent from Farmer Leaders, “Most Satisfied”, 4.242 or
84.84 percent from Youth Leader and Transferred Farmers put “Most Satisfied”, 4.230 which
makes up 84.60 percent.

3. Classifying the satisfaction level survey result according to the 4 project areas,
it was found that the Royal Project Development Center received the highest score “Most
Satisfied” of 4.481, counted as 89.62 percent, follows by the Water Conservation Projects for
the Queen that was rated as “Most Satisfied” with an average score of 4.331, counted as
86.62 percent. The Expanding of the Royal Project Model for Sustainably Opium Eradication
ranks the third “Most Satisfied” with 4.243 score, 84.86 percent and the Highland
Development Project Using Royal Project System Area ranks the last “Most Satisfied” with
4.098 scores or 81.96 percent.

4. Classifying the satisfaction level survey result according to the 18 activities, it
was shown that the most satisfying service was the livestock-fishery productivity and career
development scoring 4.898, 97.96 percent and rated as “Most Satisfied”. The second on the
rank was the community empowering for tourism with a 94.84 percent scoring of 4.742
labeled as “Most Satisfied”. Third, youth potential development in highland was rated as
“Most Satisfied” with 4.740 scores or 94.80 percent. Last on the list is highland community
strengthening which scores 4.544 or 90.88 percent and also rated as “Most Satisfied”.

Table A: Client Satisfaction Level Survey, HRDI, by Client Group (n=472)

Client Group n Average Percentage Rating
1. Personnel stationing at the Royal Project Development center 24 4.478 89.56 Most Satisfied
Total (1) 24 4.478 89.56 Most Satisfied
2. Farmers Most Satisfied
Farmer Leaders 115 4.288 85.76 Most Satisfied
Promoted Farmer 177 4.291 85.82 Most Satisfied
Transferred Farmer 103 4.230 84.60 Most Satisfied
Youth Leaders 53 4.242 84.84 Most Satisfied
Total (2) 448 4.288 85.76 Most Satisfied
finding (1)+(2) 472 4.387 87.74 Most Satisfied
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Table B: Client Satisfaction Level Survey HRDI, by Project Area (n=472)

Royal Project Development Centers Area 4.478 89.56 Most Satisfied

Total (1) 4.478 89.56 Most Satisfied

Royal Project Development Centers 4.481 89.62 Most Satisfied

2. Highland Development Project Using Royal Project System 217 4.098 81.96 very Satisfied
3. Expanding of the Royal Project Model for Sustainably Opium Eradication 53 4.243 84.86 Most Satisfied
4. Water Conservation Projects for the Queen 34 4.331 86.62 Most Satisfied
Total (2) 4.288 85.76 Most Satisfied

Table C: Client Satisfaction Level Survey HRDI, by Aspects (n=472)
_ _____

Avg. % Avg. Avg. Avg. Avg. % rating
1. Royal Project Development Center 24 - - 4400 88.00 4675 9350 4675 9350 4478 89.56  Most Satisfied
Total (1) - 4400 8800 4.675 93.50 4.675 93.50 4.478 89.56  Most Satisfied
_____
_ Avg. % Avg. Avg. Avg. Avg. rating
1. Royal Project Development Center 144 4490 89.80 4.478 89.56 4.563 91.26 4.391 87.82 4.481 89.62  Most Satisfied
1. Farmer Leaders 38 4592  91.84 4533  90.66 4579 91.58 4405 8810 4527  90.54 Most Satisfied
2. Promoted Farmer 57 4564  91.28 4544  90.88  4.667 93.34 4488  89.76 4566  91.32 Most Satisfied
3. Transferred Farmer 26 4539 9078 4519 9038 4539 9078 4315 8630 4478  89.56 Most Satisfied
4. Youth Leaders 23 4478  89.56 4429 8858 4.600 9200 4417 8834 4481  89.62 Most Satisfied
2. Highland Development Project Using 217  4.055 81.10 4.066 81.32 4.263 85.26 4.008 80.16 4.098 81.96 Very Satisfied
Royal Project System
1. Farmer Leaders 54 4179 8358 4130 8260 4300 86.00 4.041 882 4162 8324 Very Satisfied
2. Promoted Farmer 86 4016 8032 4.085 8170 4293 858 4010 8020 4101 8202 Very Satisfied
3. Transferred Farmer 55 4006 8012 4.007 80.14 4164 8328 4004 8008 4045  80.90 Very Satisfied
4. Youth Leaders 22 3970 79.40 3949 7898 4255 8510 3918 7836 4023  80.46 Very Satisfied

3. Expanding of the Royal Project Model 53 4.179 8358 4.293 8586 4.381 87.62 4.121 8242 4.243 84.86 Most Satisfied
for Sustainably Opium Eradication

1. Farmer Leaders 15 4100 8200 4.156 8312 4320 86.40 4.013  80.26 4.148 82.96  Very Satisfied
2. Promoted Farmer 22 4197 8394 4369  87.38 4446 8892 4.236  84.72 4.312 86.24  Most Satisfied
3. Transferred Farmer 11 4394  87.88  4.421 88.42 4455  89.10 4.327  86.54 4.400 88.00  Most Satisfied
4. Youth Leaders 5 3867 7734 4075 8150 4.120 8240 3480  69.60 3.885 T77.70  Very Satisfied
4.  Water Conservation Projects for the 34 4.253 85.06 4.296 8592 4.546 90.92 4.230 84.60 4.331 86.62  Most Satisfied
Queen

1. Farmer Leaders 8 4354  87.08 4266 8532 4450 89.00 3950  79.00 4.255 85.10  Most Satisfied
2. Promoted Farmer 12 4.227 8454  4.091 81.82 4473  89.46 4309  86.18 4.275 85.50  Most Satisfied
3. Transferred Farmer 11 4.182 8364 4398 87.96 4.636 9272 4255 85.10 4.368 87.36  Most Satisfied
4. Youth Leaders 3 4333 86.66 4750 9500 4733 9466 4.600  92.00 4.604 92.08  Most Satisfied
Total (2) 448 4.244 8489 4.283 8567 4.438 8877 4.188 8375 4.288 85.76  Most Satisfied

[ Fnding @@ Ta720 4244 848y 4307 8613 4486 89.71 4.285 8570 ---
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Table D: Client Satisfaction Level Survey HRDI, by Activities (n=448)

L Knowledge Processing Personnel  Accommodation Total
Activities Avg. % Avg. % Avg. % Avg. % Avg. % rating
1. Highland ~ Community  Strengthening 40 4554  91.08 4563 9126 4563 9126 4455 89.10 4.544 90.88 Most Satisfied
Program
2. Youth Potential Development in Highland 34 4789 9578 4743 9486 4806 96.12 4.624 9248 4.740 9480  Most Satisfied
Area

3. Restring and reserving handicrafts od hill 48 4295 8590 4214 8428 4371 8742 4163 8326 4.261 85.22 Most Satisfied
tribe in highland area

4. Community Empowering for Tourism 22 4750 95.00 4756 9512 4836 96.72 4.627 9254 4.742 94.84 Most Satisfied
Program

5. Floriculture productivity and career 12 4319 8638 4146 8292 4317 8634 4.000 80.00 4.196 83.92  Very Satisfied
development

6. Fruit farming productivity and career 24 3549 7098 3714 7428 3958 79.16 3700 74.00  3.730 74.60  Very Satisfied
development

7. Livestock-fishery productivity and career 11 4970 9940 4875 9750 4855 97.10 4.891 97.82 4.898 97.96  Most Satisfied
development

8. Tea and Arabica plantation productivity 27 4056 8112 4074 8148 4259 8518 4.000 80.00 4.097 81.94  Very Satisfied
and career development

9. Vegetable farming productivity and career 62 3.982 73.64  Very Satisfied
developrment 3860 77.20 3917 7834 4314 8628 3835 76.70

10. Safe food standard development 22 4341 8682 4208 8416 4381 87.62 4267 8534  4.299 8598  Most Satisfied

11. The Promotion of Planting to Restore 14 4441 8882 4420 8840 4300 86.00 4371 87.42  4.383 87.66  Most Satisfied
Ecosystem in Community and Reserved
Forests

12. Boosting Management  Efficiency in 33 4.107 82.14  Very Satisfied

) ) 3924 7852 4230 84.64 4270 8542 4.000  80.00
marketing and Co-Operative

13.  Soil Richness Restoring Program 12 3936 7872 3927 7854 3983 79.66 3967 79.34 3.903 78.06  Very Satisfied
14. Fruit farming career promotion and 4.107 82.14  Very Satisfied
20 3925 7852 4231 8464 4270 8542 4.000  80.00
development
15. Arabica plantation career promotion and 4.378 87.56  Most Satisfied
21 4349 8699 4411 8824 4.448 8898 4305 86.12
development
16. Field crop farming career promotion and 4.236 84.72  Most Satisfied
12 4306 86.14 4188 8377 4450 89.02 4.000 80.00
development
17.  Fruit/Perennial productivity and career 22 4303 86.06 4.313 86.26 4.636 9272 4336  86.72 4.397 87.94  Most Satisfied
development
18. Vegetable farming career promoting and 12 4152 8304 4261 8522 4364 87.28 4.018 80.36 4.199 83.98  Very Satisfied
development
Total 448 4.244 84.89 4.283 8567 4.438 8877 4.188 83.75
4.288 85.76  Most Satisfied
rating Most Satisfied Most Satisfied Most Satisfied Very Satisfied

The clients in the highland project areas have commented toward the outstanding
service, problem, and obstacle, categorized by project areas as follows:

1. Royal Project Development Center: The personnel stationing at the Royal
Project Development Center have corresponding opinions that the institute has an
outstanding service in the knowledge service has an agility that could efficiently support
and encourage passing on knowledge and skill to the community. The processing service,
the institute has conformed to the demand of a community, which the community can have
an engage in, it has a systematic operation. Besides, the institute also has a main feature
service of the field personnel which is friendliness, being sacrifice, being honest, being
neutral on duty, and has the same insight in working that they could give an advice to the
farmers to fluently solve the problem in working. However, the amount of authority is still
not enough for the work and obligation, besides; about the accommodation service, there

are a deficiency of the budget, the material, the media, and the necessary facility problems.

Executive summary Report of The Client Satisfaction Survey Project of the Highland Research and Development Institute (Public Organization)
and the Confidence Survey Project on the Operational Roles of the Highland Research and Development Institute (Public Organization) Fiscal Year 2017



The farmers in Royal Project Development Center, each of them has a responding
opinion that the institute has an outstanding service in the knowledge service, HRDI can
impel the farmers to be creative, be able to analyze and learn by themselves, and they can
also adapt their received knowledge to develop their job to increase their income for the
members of the community. And also build up a network and connection between the
field personnel and the farmers in order to campaign and hold the activity in conserving the
natural resources and the environment, which is useful for the development of the
community. About the processing service, HRDI can adapt the media to convey with the
community and have a channel receiving the opinion from the clients. About the field
personnel from HRDI who are experienced and have a good insight in knowledge that they
could rightly pass on to the farmers. In addition, the field personnel can also nicely be the
consultant giving an advice in solving problem to the farmers. They also thoroughly are on
duty with sacrifice, not being partial, not illegally exploit, be able to well communicate local
language. Nevertheless, the amount of the field personnel is still not enough when
compared with the amount of work and obligation. Including with frequency of the
alteration, circulation, and removed rate of the field personnel in the institute to other areas,
it has an effect on the continuity in the operation. About the accommodation service, the
research find out the problem of the deficiency budget of the facility and material, which is
related in the job and market developed activity, in some servicing areas.

2. Highland Development Project Using Royal Project System: The farmers from
the highland area have commented that the knowledge service from HRDI are conform to
the way of life that the community can bring their received knowledge to develop their job,
make an income, and strengthen their community. Besides, there is still a problem in the
processing service which is complicated and uses too formal language to understand. So
that, the farmers have given an advice that the field personnel should at least one week
publicize and inform the information of the service operation, including make an
appointment about attending the activity with the famer clients. The field personnel should
clearly explain the details and the instruction, identify the range and period of attending the
activity, and increase more contact channel from the farmer clients. And the field
personnel from HRDI are capable and knowledgeable in providing useful knowledge.
Furthermore, the field personnel also have carefulness, preparedness, and willfulness in
giving service. They eagerly follow and advise the clients and be able to rightly answer the
question from the clients. However, in each serviced areas are located in the highland and
far away from each other, the amount of the field personnel is still little, they have to ¢o
out of the area to attend the meeting with the center, therefore, the amount of the field
personnel should be increased so that the field personnel can be able to station at each
area and thoroughly supervise the clients. Moreover, the farmers also suggested about the
accommodation service that the institute should repair and examine each material and

media to have enough amounts, be up-to-date, and meet the demand in each activity.
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3. Expanding of the Royal Project Model for Sustainably Opium Eradication:
According to the farmers from the highland area, they realize that the knowledge service
have integrated management knowledge in blending the way of life and culture of the
community in the serviced area, which is useful in combining the group to build up a job in
the community. After that, the community can well adapt their received knowledge as a
course to increase value to their community’s products. For the processing service, the
farmers deem that the regulation in receiving service is too complicated and lack of concise
and agility. For the field personnel of the institute, the farmers deem that the field
personnel are specialist, and have a readiness in giving service, being on duty with
responsibility, and clearly explaining and giving an advice to the clients. However, there is
still an inadequate amount of the field personnel and most of them are unable to
communicate with the local language which leads to a language barrier. For the
accommodation service, the farmers deem that there is not enough for the need.
Furthermore, they also suggest the institute to increase the contact channel to give them a
service and listen to their suggestion.

4. Water Conservation Projects for the Queen: The farmers from the highland area
deem that the outstanding service feature of the institute is the knowledge service which is
encouraged by the institute, they found that it is so useful that they can apply in progressing
themselves and their communities. Moreover, there is also a campaign about conservation
the natural resources and environment. Besides, for the processing service which is
distinctive and spend proper time? For the field personnel, The farmers deem that the field
personnel have an intention in giving service, carefully working and following up the clients,
giving a useful advice, having a feedback channel, having a clear broadcast, having a
coordinate and flexibly adjusting the schedule, and exceedingly facilitating all of the clients.
Nevertheless, for the accommodation service, they thought that the material and the

media should be repaired and be more up-to-date to suit with current situation.
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Confidence Level Survey Result toward the Operation Role of the Highland Research

and Development institute (Public Organization)

The overall of the survey results of the confidence toward an operation according to
the role of the institute shows that there is a confidence toward an operation in “the
highest” level with the average at 4.303 (out of 5) which is counted as 86.06 percent. The
overall details are as follows:

1. Classifying the confidence level survey result according to service aspect, it
shows that there is a confidence toward operation in “the highest” level in every aspect as
follows: “good governance” has an average at 4.459 counted as 89.17 percent, and “anti-
corruption practices” has an average at 4.256 counted as 85.11 percent relatively.

2. Classifying the confidence level survey result according to the client group, it
shows that the personnel stationing at the Royal Project Development center was rated as
“the highest” level for having confidence toward operation and has an average at 4.442
which is counted as 88.84 percent. The overall of the survey results of the confidence
toward operation of the farmers were rated in “high” level with the average at 4.163
counted as 83.26 percent.

For the farmers who have the most confidence is “Farmer Leaders” which rated in
“the highest level” with the average at 4.244 counted as 84.88 percent. For the “Promoted
Farmers” rated in “high” level with the average at 4.187 counted as 83.74 percent. For the
“Youth Leaders” rated in “high” level with the average at 4.155 counted as 83.10 percent.
For the “Transferred Farmers” rated in “high” level with the average at 4.145 counted as
82.90 percent.

3. Classifying the confidence level survey result according to the 4 project areas,
it shows that the service area which receives the most confidence is the Royal Project
Development Centers which was rated in “the highest” level with the average at 4.454
counted as 89.08 percent. Following by the Expanding of the Royal Project Model for
Sustainably Opium Eradication, it was rated in “high” level with the average at 4.106 counted
as 82.12 percent. For the Royal Project Extension, it was rated in “high” level with the
average at 4.050 counted as 81.00 percent. For the Water Conservation Project for the
Queen, it was rated in “high” level with the average at 3.963 counted as 79.26 percent.

4. Classifying the confidence level survey result according to the 18 activities, it
shows that the service activity which receives the most confidence is the production
efficiency development and agricultural domestic animal and fishery career encouragement
activity. It was rated in “high” level with the average point 4.611 counted as 92.22 percent.
Following by developing the youth at highland’s potential activity, it was rated in “high”
level with the average point 4.579 counted as 91.60 percent. For the reinforcing strengthen
of the highland community activity, it was rated in “high” level with the average point 4.556
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counted as 91.14 percent. For preparing the community’s readiness for tourism activity, it

was rated in “high” level with the average point 4.541 counted as 90.84 percent.

Table E: Confidence Level Survey, HRDI, by Client Group (n=472)

1. Personnel stationing at the Royal Project Development center 4.442 88.84 Highest
Total (1) 24 4.442 88.84 Highest
2. Farmers
Farmer Leader 115 4.244 84.88 Highest
Promoted Farmer 177 4.187 83.74 High
Transferred Farmer 103 4.145 82.90 High
Youth Leader 53 4.155 83.10 High
Total (2) 4.163 83.26 High

Table F: Confidence Level Survey HRDI, by Project Area (n=472)

1. Royal Project Development center 4.442 88.84 Highest
Total (1) 4.442 88.84 Highest

1. Royal Project Development Centers 4.454 89.08 Highest

2. Highland Development Project Using Royal Project System 217 4.050 81.00 High

3. Expanding of the Royal Project Model for Sustainably Opium Eradication 53 4.106 82.12 High

4. Water Conservation Projects for the Queen 34 3.963 79.26 High
Total (2) 4.163 83.26 High
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Table G: Confidence Level Survey HRDI, by Aspects (n=472)

_ Avg. % Avg. % Avg. % Rating

1. Royal Project Development center Area 24 4.551 91.02 4.333 86.66 4.442 88.84 Highest
Total (1) 24 4.551 91.02 4.333 86.66 4.442 88.84 Highest
 Good Governance  Anti-Corruption Practices
1. Royal Project Development Center 144 4.579 91.58 4.329 86.58 4.454 89.08 Highest
1. Farmer Leaders 38 4.649 92.98 4.298 85.96 4.474 89.48 Highest
2. Promoted Farmer 57 4.565 91.30 4.269 85.38 4.417 88.14 Highest
3. Transferred Farmer 26 4.547 90.94 4.462 89.24 4.504 90.08 Highest
4. Youth Leaders 23 4.531 90.62 4.377 87.54 4.454 89.08 Highest
2. Highland Development Project Using Royal Project System 217 4.223 84.46 3.877 77.54 4.050 81.00 High
1. Farmer Leaders 54 4.269 85.38 3.963 79.26 4.116 82.32 High
2. Promoted Farmer 86 4.192 83.84 3.933 78.66 4.062 81.24 High
3. Transferred Farmer 55 4.182 83.64 3.764 75.25 3.973 79.46 High
4. Youth Leaders 22 4.293 85.86 3.652 73.04 3.972 79.44 High
3. Expanding of the Royal Project Model for Sustainably 53 4.276 85.52 3.936 78.72 4.106 82.12 High
Opium Eradication
1. Farmer Leaders 15 4.444 88.88 3.933 78.66 4.189 83.78 High
2. Promoted Farmer 22 4.480 89.60 4.212 84.24 4.346 86.92  Highest
3. Transferred Farmer 11 4.384 87.68 4.091 81.82 4.237 84.74  Highest
4. Youth Leaders 5 3.933 78.66 3.267 65.34 3.600 72.00 High
4. Water Conservation Projects for the Queen 34 4.386 87.72 3.539 70.78 3.963 79.26 High
1. Farmer Leaders 8 4.486 89.72 3.750 75.00 4.118 82.36 High
2 Promoted Farmer 12 4.374 87.48 2.879 57.58 3.626 72.52 High
3. Transferred Farmer 11 4.253 85.06 3.879 77.58 4.066 81.32 High
4 Youth Leaders 3 4.593 91.86 3.667 73.34 4.130 82.60 High
Total (2) 448 4.366 87.32 3.960 79.20 4.163 83.26 High

L Teelas@ a2 ags 817 42 ssil ---

Table H: Confidence Level Survey HRDI, by Activities (n=448)

Avg. % Avg. %

Avg. % Rating

1. Highland Community Strengthening Program 40 4.632 92.64 4.479 89.58 4.556 91.14 Highest
2. Youth Potential Development in Highland Area 34 4.675 93.50 4.483 89.66 4.579 91.60 Highest
3. Restring and reserving handicrafts od hilltribe in highland area 48 4.366 87.32 4.080 81.60 4.223 84.48 Highest
4. Community Empowering for Tourism Program 22 4.748 94.96 4.333 86.66 4.541 90.84 Highest
5. Floriculture productivity and career development 12 4.407 88.14 4.111 82.22 4.259 85.18 Highest
6.  Fruit farming productivity and career development 24 3.662 73.24 3.278 65.66 3.470 69.40 High

7. Livestock-fishery productivity and career development 11 4.950 99.00 4.273 85.46 4.611 92.22 Highest
8.  Tea and Arabica plantation productivity and career development 27 4.350 87.00 4.185 83.70 4.268 85.36 Highest
9. Vegetable farming productivity and career development 62 4.162 83.24 4.064 81.28 4.113 82.26 High
10. Safe food standard development 22 4.291 85.82 3.635 72.70 3.963 79.24 High
11. The Promotion of Planting to Restore Ecosystem in Community and 14 4.381 87.62 4.571 91.42 4.476 89.52 Highest

Reserved Forests

12.  Boosting Management Efficiency in marketing and Co-Operative 33 4.510 90.20 4.197 83.94 4.354 87.08 Highest
13.  Soil Richness Restoring Program 12 4.000 80.00 2.167 43.34 3.083 61.66 moderate
14.  Fruit farming career promotion and development 20 4.228 84.58 3.500 70.00 3.864 77.28 High
15.  Arabica plantation career promotion and development 21 4.507 90.15 4.333 86.67 4.421 88.42 Highest
16. Field crop farming career promotion and development 12 4.491 89.83 4.333 86.67 4.412 88.24 Highest
17.  Fruit/Perennial productivity and career development 22 4.419 88.38 3.439 68.78 3.929 78.58 High
18. Vegetable farming career promoting and development 12 4.324 88.38 3.722 68.78 4.023 80.46 High

el a8 4366 8732 3960 79.0 ---
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The clients of the Highland Research and Development institute (Public Organization)
have an opinion about the confidence toward an operation which classified by operation
area as follows:

1. Royal Project Development Centers Area: The personnel stationing at Royal
Project Development Center have a confidence toward an operation according to a role of
the institute in each aspect especially for the good governance. The clients have a
confidence in the regulation of receiving from the institute, a confidence in operation of the
authority of the institute who is dedicate, exert, and always follows up, evaluates, and
reveals the information which is useful for the clients.

Besides, the personnel stationing at Royal Project Development Center are also
confident in the anti-corruption practices. The institute has provided an appeal channel to
inform vary information or the trace about the corruption. It also holds the activity so as to
build up the awareness of the rule, regulation, policy, and measurement in an anti-
corruption and misbehavior continuously.

The farmers in the Royal Project Extension Area also have confidence in their
operation. Especially in the good governance by seeing that the Institute has a continuous
monitoring system. Field personnel are polite, able to perform their duties as fully as
possible. Focus on fair, non-discriminatory service. Responsible and responsive to customer
needs and / or needs of the community

In addition, farmers are strongly committed to the anti-corruption practices has
been described Regulatory notice to be acknowledged regularly and recreational activities
that incorporate knowledge. Guidelines for the prevention of misconduct are periodic. It also
provides channels for complaints, appropriate information and concealment of the petitioner
/ person concerned.

2. Highland Development Project Using Royal Project System Area: The farmer
clients have a confidence toward an operation in the good governance by see that the
personnel of the institute are polite, have an intention and being revealed on duty, clarify
the revenue, have a responsibility, and also response the demand the client as the main
point.

For the anti-corruption practices. The institute has implemented the plan to
promote knowledge activities. Understanding of concrete anti-corruption measures and
strengthens the level of confidence in the protection of the petitioner / person concerned
properly.

3. Expanding of the Royal Project Model for Sustainably Opium Eradication Area:
The farmer clients in the area have a confidence toward an operation in a good governance
by see that the personnel of the institute are specialist and have a strong intention in giving
service, have a responsibility, be able to clearly explain, report, and advise each issue.

For the anti-corruption practices, Farmers agree that the institute have coordinated

with community leaders to organize awareness raising activities on the prevention of
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misconduct every year. Also coordinates the members in the service area to increase the
variety of complaint channels to suit the local service.

4. Water Conservation Projects for the Mother of the Earth Project Area: The
farmer clients in the area have a confidence toward an operation in a good governance by
see that the personnel of the institute are specialist in giving service and also explain the
operation due to the institute’s policy, have good interpersonal relations, consider about the
benefit and rights of the clients, always reveal the assess information, and give an
opportunity for the clients to ask any doubt.

For the anti-corruption practices. The institute has implemented the plan to
promote knowledge activities. Understanding of concrete anti-corruption measures and

strengthens the level of confidence in the protection of the petitioner / person concerned

properly.

Client Satisfaction Level Results from the Royal Park Rajapruek, Chiangmai

400 representative samples are divided into 2 groups: (1) 200 of general visitors of the
Royal Park Rajapruek , Chiangmai , and (2) 200 of learning participants of the Royal Park
Rajapruek , Chiangmai. The overall results are as follows:

1. The representative samples survey results. The survey results of the
representative samples show that most of the representative samples are 222 women which
counted as 55.50 percent, age between 40-49 years old are 100 people which are counted
as 25.00 percent. The highest degree is bachelor’s degree, are 210 counted as 52.50 percent.
A government officers are 130 counted as 32.50 percentages. Having hometown in the
Northern are 180 counted as 45.00 percent. Those who have just visited the Royal Park
Rajapruek, Chiangmai, last year for 1-3 times are 335 counted as 88.75 percent. Be informed
the information about the Royal Park Rajapruek from Facebook are 158 counted as 24.88
percent. Those who do not know that the Royal Park Rajapruek has a recreation room are
282 counted as 70.50 percent. Those who have an intention to visit the park are 300
counted as 47.85 percent. Those who are interest in visiting the orchid garden are 295
counted as 17.18 percent.

2. The satisfaction survey results The satisfaction survey results of the clients
toward the service of the Royal Park Rajapruek show that the representative samples have
an overall satisfaction in “Most Satisfied” level with the average 4.251 (out of 5) counted as
85.02 percent.

When classifying the satisfaction survey results according to the client group, it shows
that (1) the general visitors of the Royal Park Rajapruek , Chiangmai are satisfied in “Most
Satisfied” level with the average 4.227 counted as 84.54 percent, and (2) the learning
participants of the Royal Park Rajapruek , Chiangmai are satisfied in “Most Satisfied”

level with the average 4.261 counted as 85.21 percent.
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3. The service quality survey results According to the overall of the service quality
survey results, it shows that the service is excellent, The perception of service quality is
rated in “Most Satisfied” level with the average 4.446 out of 5, more than The expectation
of service quality with receive for the average 3.566 (P>E=0.880)

When classifying the service quality survey results according to the client group, it
shows that (1) the general visitors of the Royal Park Rajapruek , Chiangmai rated the
perception of service quality in “Most Satisfied” level with the average 4.410, more than The
expectation of service quality with receive for the average 3.252 (P>E=1.158) (2) the
learning participants of the Royal Park Rajapruek , Chiangmai rated the perception of
service quality in “Most Satisfied” level with the average 4.482, more than The expectation
of service quality with receive for the average 3.887 (P>E=0.595)

4. The assumption survey results According to the assumption survey results, when
the institute has a better administration and awareness of the service, it affects the
trustworthiness of the clients and the return of the clients too.

The details are as follows:

1. General Visitors of the Royal Park Rajapruek , Chiangmai From the survey of this
group in 2017 discovered that

1.1 The satisfaction survey results The representative samples is satisfied in the
overall service in “Most Satisfied” level at the average 4.227 out of 5 and counted as 84.54
percent. For the perception of the service quality, the clients are satisfied in “Most Satisfied”
level at the average 4.256 and counted as 85.12 percent. For service loyalty, it is rated at the
average 4.244 out of 5 and counted as 84.88 percent. For the confidence, it is rated at the
average 4.213 and counted as 84.26 percent. For the governance, the clients are satisfied in
“Very Satisfied” level at the average 4.195 and counted as 83.90 percent respectively.

1.2 The service quality survey results According to the service quality
assessment survey results, it shows that the Royal Park Rajapruek, Chiangmai, has an
excellent service in all assessment aspects. The general visitors of the Royal Park Rajapruek ,
Chiang Mai have the perception of the service quality that is rated as “Most Satisfied” level
with the average 4.410 which is more than the expectation of the service quality that receive
at the average 3.252 (P>E=1.158)

1.3 Opinion and suggestion survey results According to an opinion and
suggestion survey results, it shows that most of the representative samples are impressed in
the service of the Royal Park Rajapruek in the case that there is the most beautiful and
various kind of tree, which is counted as 87.00 percent. Following with a beautiful gardening,
it is counted as 80.00 percent and has a various learning sources are counted as 60.50
percent respectively.

2. Learning Participants of the Royal Park Rajapruek, Chiangmai. From the survey

of this group in 2017 discovered that
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2.1 The satisfaction survey results The representative samples is satisfied in the
overall service in “Most Satisfied” level at the average 4.261 out of 5 and counted as 85.21
percent. For the service loyalty, it is satisfied in “Most Satisfied” level with the average 4.303
and it is counted as 86.06 percent. For the confidence, it has the average at 4.279 which is
counted 85.58 percent. For the perception of service quality, it has the average at 4.257
which is counted 85.14 percent, and for the governance, it has the average at 4.203 which is
counted 84.06 percent.

2.2 The service quality survey results According to the service quality
assessment survey results, it shows that the Royal Park Rajapruek, Chiangmai, has an
excellent service in all assessment aspects. The general visitors of the Royal Park Rajapruek ,
Chiang Mai have the perception of the service quality that is rated as “Most Satisfied” level
with the average 4.482 which is more than the expectation of the service quality that receive
at the average 3.887 (P>E=0.595)

23 Opinion and suggestion survey results According to an opinion and
suggestion survey results, it shows that most of the representative samples are impressed in
the service of the Royal Park Rajapruek in the case that there is the most beautiful gardening
which is counted as 77.00 percent, following by having beautiful and various kinds of tree
which is counted as 74.50 percent, and having various learning resources is counted as 65.00

percent respectively.

Table I: Client Satisfaction Level at the Royal Park Rajapruek, Chiang Mai, By Client Group
(n=400)

Governance Service Quality  Confidence Service Loyalty Total
Client Group n
Mean % Mean % Mean % Mean % Mean % Rating
1. General Visitors 200 4195 8390 4.256 8512 4.213 8426 4.244 84.88 4.227 84.54 Most Satisfied
2. Learning Participants 200 4203 84.06 4.257 8514 4279 8558 4303 86.06 4.261 8521 Most Satisfied
Total 400 4205 84.11 4.263 8526 4.252 85.05 4.280 85.60 Most Satisfied
4.251 85.02
Rating High Highest Highest Highest
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Table J: Client Service Quality Expectation and Perception at the Royal Park Rajapruek,
Chiang Mai, By Client Group (n=400)

. senvieQualty
Expectation perception
(E) (P)
Mean Mean
1. Reliability 3.162 4.405 1.243 P>E excellent
2. Assurance 3.266 4.433 1.167 P>E excellent
3. Tangibles 3.301 4.409 1.108 P>E excellent
4. Empathy 3.247 4.385 1.126 P>E excellent
5. Responsiveness 3.286 4.418 1.132 P>E excellent
Total (1) 3.252 4.410 1.158 P>E excellent
. senviceQualty
Expectation perception
(E) (P)
Mean Mean
1. Reliability 3.822 4.462 0.640 P>E excellent
2. Assurance 3.883 4.490 0.607 P>E excellent
3. Tangibles 3.905 4.488 0.583 P>E excellent
4. Empathy 3.939 4.494 0.555 P>E excellent
5. Responsiveness 3.886 a.477 0.591 P>E excellent
Total (2) 3.887 4.482 0.595 P>E excellent

The clients of the Royal Park Rajapruek, Chiangmai, have additional opinion as
follows:

1. General Visitors of the Royal Park Rajapruek, Chiangmai The clients are
impressed in the service and deem that the Royal Park is nice place for recreation and the
facilities also be in order, clean, and beautiful. There are also various kinds of recreation
activities both in agriculture and culture, which has adapted the modern media and
technology to inform the information about the kind of trees and International Park. Besides,
the Royal Park also has an important role and engages in establishing the prospering of the
economic and society, distributing income, upgrading standard living to the surrounded
community. There are also the personnel who have a service mild.

2. Learning Participants of the Royal Park Rajapruek , Chiangmai The clients
are seeing that the Royal Park is an institute which encourages, develop, and expand
knowledge to the youth and citizen and it is regarded as the learning resource as a royal
thought. It has an important role and engages in establishing the prospering of the economic
and society, distributing income, upgrading standard living to the surrounded community.
The narrators are also specialist and have a technique in passing on to a learner. Moreover,
there are friendly personnel who can be able to answer the question from the clients
abruptly. However, it should improve and increase more convenient for a contact channel so
that the clients can access the information and be informed about the activities” schedule
and details, reduce the complication and better the process, or reduce the procedure for
attending each activity, and present more concise document.
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Trend Comparison Analysis of The Client Satisfaction Survey and the Confidence

Survey on the Operational Roles of the Highland Research and Development Institute

(Public Organization), Year 2012 - 2017

1. The client’s satisfaction tendency of the Highland Research and Development
institute (Public Organization) between the fiscal year 2012 and 2017 the clients survey
results of the Highland Research and Development institute (Public Organization) during 5
years ago between the fiscal year 2012 and 2016 show that in the fiscal year 2016 the clients
satisfied in “the highest” level which is counted as 93.52 percentages. The increasing
tendency of the satisfaction from the survey results in the fiscal year 2012 has the increasing
rate at the average 0.62 percentages per year. Because of the satisfaction level of the clients
in the Royal Project Extension Area and the Expanding of the Royal Project Model for
Sustainably Opium Eradication Area have been highly increased during the fiscal year 2016-
2017, including in the fiscal year 2014 the institute has canceled the survey in the passing on
the Royal Project Technological Transfer Programs and has started the survey in the Royal
Project Development Center and the Expanding of the Royal Project Model for Sustainably
Opium Eradication Area (the Royal Project center is divided into 2 sample groups which are
the personnel stationing at the center and the farmer clients). Later, in the fiscal year 2016,
the institute has increased the survey in the Water Conservation Project for the Queen Area
too.

However, it is found that in 2017, there were declines on satisfaction levels in every
area of provided services. This is resulting from a contrasting survey method from the
previous years. Specifically, the researchers have added more details into qualitative criteria
and a matter of knowledge was added being surveyed as well. Additionally, the researchers
have classified sample of farmers into several groups including Leader Farmer, Farmers with
supports, Farmers who were trained and youth leaders. Technically, all mentioned groups
were studies using the same criteria. However, practically, each sample group might have
used different services. Especially the trained famers only who only used primary services.
Thus, their satisfaction level is not very high as an average satisfaction score only shows
4.230 which is the least comparing to other groups of clients.

Table K: Client Satisfaction Survey Results, HRDI (2012 - 2017)

1. Royal Project Technological Transfer Programs 93.13 96.10 95.24
2. Royal Project Development Center Area
Personnel - - - 89.16 94.16 89.56
Farmer 88.27 89.06 90.36 92.76 94.98 89.62
3. Highland Development Project Using Royal Project System 91.72 91.40 93.00 90.98 89.08 81.96
4. Expanding of the Royal Project Model for Sustainably Opium
Eradication 90.32 95.54 84.86
Water Conservation Projects for the Queen 93.88 86.62
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2. The client’s confidence level toward the operation due to the role of the
Highland Research and Development institute (Public Organization) between the fiscal
year 2013 and 2017 The survey results of the confidence level toward the operation due
to the role of the Highland Research and Development institute (Public Organization) during
the fiscal year 2016 is rated in “ the highest” level which is counted as 90.96 and has an
increasing tendency since the fiscal year 2013 which is the first year of doing survey. It has
increasing rate 0.86 percentages per year and when considering in each survey issue it shows
that the confidence level toward the anti-corruption practices continuously has an increasing
tendency every year.

According to the survey of the fiscal year 2017, there was a decline in the level of
clients’ confidence. Such result is explainable as the survey was conducted after the
Highland Research and Development Institute (Public Organization) has been in operation for
many years. The organization have just developed its services into the better ones, which

raises the clients’ expectations on the operation roles.

Table L: Confidence Survey Results, HRDI (2013 - 2017)

Fiscal Year
Aspect
2013 2014 2015 2016 2017
1. Good Governance 91.74 92.62 91.08 92.36 89.17
2. Anti-Corruption Practices 84.52 85.64 87.98 87.86 85.11
Average Percentage 88.36 89.13 89.78 90.96 86.06

3. the client’s satisfaction tendency of the Royal Park Rajapruek, Chiangmai,
between the fiscal year 2012 - 2017 the clients’ satisfaction survey results toward the
Royal Park Rajapruek, Chiangmai, in the last 5 years between the fiscal year 2012 and
2016show that in the fiscal year 2015 the clients satisfied in “the highest” level which is
counted as 88.16 percentages. The increasing tendency of the satisfaction from the survey
results in the fiscal year 2012 has the increasing rate at the average 0.95 percentages per
year. When considering by classifying the clients in the fiscal year 2015, the satisfaction
survey of the organization representatives group was increased into 2 groups which are
general visitors and learning participants.

According to the surveys during fiscal years 2015-2016, the satisfaction levels were
rated around 88.12-88.16% Then, the number dropped in the fiscal year 2017 as the

researchers have added more details into qualitative criteria.

Table M: Client Satisfaction Results, the Royal Park Rajapruek, Chiang Mai. (2012 - 2017)

Fiscal Year
Client Group
2012 2013 2014 2015 2016 2017
1. General Visitors 85.27 85.50 84.20 87.26 87.40 84.54
2. Learning Participants 84.68 86.04 85.10 89.04 88.82 85.21
Organization Representatives 82.98 85.84 77.40 - - -
Average Percentage 84.32 85.64 82.23 88.16 88.12 85.02
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Suggestion

The researcher has suggestions in policy and practical way from the results survey of
The Client Satisfaction Survey Project of the Highland Research and Development Institute
(Public Organization) and the Confidence Survey Project on the Operational Roles of the
Highland Research and Development Institute (Public Organization) fiscal year 2017 to guide

the improvement of operations as follows.
1. Services for Highland farmers

1.1 Service process/procedures Most farmers found that the organization, which is
run by government system, procedures slow, complicated and confusing. Such procedures
include requesting for fund or equipment, purchasing tools, requesting for tools replacement
and merchandising. Moreover, another problem is that new information is not properly
passed along to farmers and causes them to miss important events and activities. In addition,
farmers also found that the length of each event was too short and did not correspond with
its schedule. Sometimes, there was no demonstration for them to see a vivid picture and no
following ups after training either. Consequently, farmers could not use such knowledge to

fully accomplish anything.

Suggested Solutions: The operating procedures should be adapted to be concise
and relevant to the locals” ways of living. Each step of the procedures as well as document
system should be clearly explained in detail. Simple media such as manuals, maps, posters
or videos can also be used with the explanation. Additionally, the organization should
thoroughly spread the news of any events or trainings in advance via public relations audio
line system or broadcast system. Moreover, the organization should adhere to the schedule
or even stretch the length of trainings to make sure that farmers get a deeper knowledge.
Furthermore, the techniques used to pass on the knowledge should be more interesting,
types of simple media can be included to make the session more attractive and
understandable. Instead of giving oral explanations, try demonstrating and continuously

follow up with the result after each session.

1.2 Service officers All farmers pointed that there were not sufficient number of
officers providing service. Those officers are carrying a bigger workload than they should, not
to mention that they regularly have to go to central meetings outside of workplace. Likewise,
staff are often switch positions or responsibilities, which make the ongoing session in the area
lacks continuity. Lastly, the officers do not speak local dialect.
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Suggested Solutions: More officers should be provided to meet the amount of
workload. This will allows them to work sufficiently and continuously. Next, a more convince
and quicker ways of communication between farmers and officers should be arranged.
Moreover, more welfares should be provided to those officers as well as accommodating
their commute and safety for those who work on the field to ensure their well-beings.
Furthermore, there should be a seminar or training for such officers to improve their abilities.
The seminar should aim at building understandings in culture and local dialect. In addition,
the organization should hold an activity promoting and exchange of knowledge and
experience among officers and farmers in order to improve the operation. The organization
can start by developing the abilities of leader farmers and youth leaders, so they can pass
along the knowledge to others. The development could involve the Area-Function-
Participation principle (AFP).

1.3 Accommodation. Most areas are facing the same problem of having insufficient
equipment and basic structures that necessary for farmers. The problem prevents them from
fully putting the learnt knowledge into an actual work. The problems consist of damaged
greenhouses, limitation of land, small buildings, insufficient transportation, and lacks of
pesticide, farm animal food, fertilizers, sprouts and seeds. Quality of irrigation system,
including water way and tank, is also poor. There are also no technology equipment nor
advanced communication devices such as computer, projector, phone and internet access.

Suggested solutions: Policy regarding budget plan should be developed to spare
some fund for fixing the damaged greenhouses and expanding the buildings. Importantly, the
budget should be provided as soon as possible prioritizing tools, equipment along with
necessary technologies for the farmers. Fund raising event can be organized among
communities and organizations involved. Lastly, cooperation between Local government
units regarding wise natural resources usage should as well be promoted.

1.4 Intellectuality: Farmers yet lacked of knowledge in order to solve some
problems regarding agricultural activities; epidemic in agricultural products, protection of
farm animals caused by serious epidemic, business plan of selling agricultural products,
handling with drop in product price, returned product and inventory product. Since the
farmer could not manage to fix these mentioned problems, some of them lost the
encouragement in joining activities with the organization.

Suggested solutions: There should be a policy plan stating budgetary allocation for
officer training regarding intellectuality of academics and professional management in
agriculture. Then, the knowledge will be passed on by ways of demonstration, training
workshop and readable handbook given to the farmers. Furthermore, a knowledge
disseminating policy plan should be considered as well. This covers new kinds of medium,
including visual image and sound, and social media network with the expert giving the advice
to the farmers.
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1.5 Public utility and area structure: Many areas have been facing the problems
since the area structure and public utility service are not ready, for example water, electricity
and communication; particularly freight shipping routes. All routes used for shipping are
ruined, twisted, narrow and steep. Some routes are laterite soil and muddy in rainy season.
Therefore, all of these possibly are the important limitations toward the communication and
the product transportation between highland areas and the city.

Suggested solutions: Despite the fact that this problem is not a direct responsibility
of the Highland Research and Development Institute (Public Organization), the organization
should consider establishing the cooperation between the farmers and the local organization
and encouraging the farmers to gather together in order to build a strong community. This
thus will lead to the ability of solving problem in community and eventually gives the
community independence and sustainability. Other than that, the organization may ask the
related local organization for funding the budget of utility development. By doing so, the
fundamental structure and the community utility can be quickly developed.

1.6 Good Governance and prevention of corruption and misbehavior: Most of
the farmers admired and trusted in the organization’s work procedure based on their Good
Governance way of operation along with transparency, honesty and community participation.
The organization moreover clarified a vivid process of sending complaints through various
channels.

Suggested solutions: As for the better progress in work procedure, the researchers
recommend that to have good reputation, the organization should continuously remain
working with the Good Governance and building this as an archetype for other organizations.

1.7 The comprehension in the organization’s responsibilities: Part of the farmers
lacked of comprehension of the responsibilities of the Highland Research and Development
Institute; specifically in Royal Project Development Centre area. It was often found that
those farmers’ suggestions and demands were not directly in charge of the organization, for
instance the organization was asked to fund budget, fundamental structure materials, public
utility, marketing and sale.

Suggested solutions: The organization should state their employees about its
purposes and main responsibilities in working on each field. Apart from that, the farmers
should be clearly informed about the actual roles of the organization regarding developing
and supporting parts, especially in Royal Project Development Centre area. The local officers
working in the area then start cooperating with other organizations in order to build
managing development system, including proposing the budget for local development and
public relation channels such as poster, installed media, video and lecture.

1.8 Other suggestions: There should be a policy concerning in increasing a spiritual
support of the organization’s employees by either promoting or giving praise and developing
their quality of life and other factors that affect their works for the organization. This is for
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improving the efficiency of work based on the organization’s role, which corresponds with

the strategic plan and eventually achieves the purpose.

2. Service of Royal Park Rajapruek

» o«

2.1 Due to the low satisfying scores in “work transparency,” “modern technology and
communication applied with service management” and “technology,” the organization
should consider providing a policy and an annual plan particularly for public relation. The
accurate and complete information of the organization’s service should be publicly
revealed. Also, there should be various contact channels by developing website and
simultaneously update information. In addition, the organization is supposed to use modern
information communication technology, such as online community—to shorten the process
and make it easier for the clients to access the information.

2.2 Due to the high satisfying scores in “service quality” and “building service
loyalty,” it shows that these two are the strong point of Royal Park Rajapruek. Therefore, to
increase the clients’ satisfaction simultaneously with to keep the old clients who have
service loyalty towards the Royal Park, the researcher team theoretically recommends the
Royal Park’s officers to practice Culture of Service; the purpose aims to focus on “clients,”
so that they understand its concept and are ready to operate the job. Lastly, the Total
Quality Management (TQM) should be as well as adapted throughout the organization to

improve the service quality.
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