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Foreword

This Executive Summary report is part of the final report of The Client Satisfaction
Survey Project and the Confidence Survey Project on its Operational Roles of the Highland
Research and Development Institute (Public Organization) — HRDI, for the fiscal year of 2018,
undertaken by Payap University. The objectives of this project are to survey the satisfaction
and confidence level of clients to the HRDI, determine the problems and service limitations
as well as to find ways to improve the quality of service of the HRDI. This report is
composed of the following sections: Introduction, Method, Results and Recommendations
for Service Improvements as well as strengthening of Confidence Levels on its Operational
Roles.

This client satisfaction survey was undertaken according to the parameters set by
the HRDI aimed at the target survey area and demographics, on the related service issues: 1)
Contents of Knowledge, 2) Service Procedures, 3) Service Personnel, and 4) Facilities, using
the client satisfaction survey guidelines of the HRDI. Additionally, the confidence survey on
the HRDI’s operational roles was also carried to determine the confidence level of farmers
in the highland area projects and personnel of the Royal Project Development Center on
aspects of good governance and anti-corruption practices. The research team has
summarized the confidence level survey, categorized according to context of services to the
farmers in the highland area projects and services at the Royal Park Rachapruek, as well as
report on the confidence level according to the operational roles of the HRDI categorized

according to the project areas. Additional details are available in the final report.

Research Team
Payap University
August 29, 2018



Executive Summary Report

1. Introductions

The Client Satisfaction Survey Project and the Confidence Survey Project on its
Operational Roles of the Highland Research and Development Institute (Public Organization)
— HRDI, for the fiscal year of 2018, was conducted using the survey method survey with the
following objectives: 1) to survey the satisfaction of the clients of HRDI, 2) to survey the
confidence level on the operational roles of the HRDI, and 3) to determine the problems,
suggestions and limitations of services and level of confidence on the operational roles, as
well as guidelines to improve the quality of services of the HRDI.

Client satisfaction level is reflective of HRDI’s success in meeting the expectations
and needs of the clients. The “Percentage of Client Satisfaction” was used as a
measurement of client satisfaction level. The results of the survey should be used to
improve the quality of service and used as an approach to improve service efficiency in
order to meet the needs of the clients according to the objectives of the HRDI. The
confidence survey, which has been conducted for three consecutive years, allowed the HRDI
to understand the confidence level of the clients on good governance and anti-corruption
practices. The level of confidence was measured as a “Percentage of Confidence” from the
clients. This confidence survey would be used to further improve agency management in

accordance to good governance.

2. Survey Method

The Client Satisfaction Survey and Confidence Survey Project on its Operational
Roles of the HRDI for the fiscal year 2018 is a quantitative research categorized as a survey
research. Feedback data from the sample group is evaluated and analyzed in a one-shot
descriptive study to quantify the level of client satisfaction and confidence level on the
operational roles of the HRDI. Analysis and synthesis of qualitative data, such as comments
and suggestions, related to service satisfaction and confidence of operational roles was also
carried out.

Survey of client satisfaction level was carried out using the questionnaire method.
A total of 878 samples were studied, of which 465 clients consist of highland farmers and
personnel from the Royal Project Development Center, as well as 413 general visitors and
participants in the learning programs at the Royal Park Rachapruek.

For the operational role confidence, a total of 465 samples have been surveyed,
consisting of highland farmers and personnel from the Royal Project Development Center,
from 28 project service areas consisting of 1) Farmers from the Royal Project Development
Center (154 samples), 2) Farmers from the Royal Project Expansion Area (188 samples),

3) Expansion of the Royal Project Model for the Sustainable Opium Eradication (71 samples),



4) the Water Conservation Project for the Queen (28 samples), and personnel from the Royal
Project Development Center (24 samples).

Visitors to the Royal Park Rachapruek include: 1) General public and visitors to the
Royal Park Rachapruek (210 samples) and, 2) Participants in the Royal Park Rachapruek’s
learning activities (203 samples).

Data was collected in the form of a questionnaire, composed of a rating scale on
the client’s service satisfaction divided into five levels covering four issues: 1) Contents of
Knowledge, 2) Service Procedures, 3) Service Personnel, and 4) Facilities. The questionnaire
included basic information about the respondent along with an optional written feedback at
the end of the survey. The completed questionnaire was inspected for accuracy, suitability
of the written feedback and language use by a committee from the HRDI. The survey was
also given a reliability test as well. The survey was carried out between March and May,
2016. Data statistics consists of frequency, percentage, arithmetic mean standard deviation,
followed by descriptive and factual evaluation. Data interpretation of client satisfaction is

determined by the “mean score” expressed as “percentages” as follow:

Result
Mean Score Percentage ) ] :
Satisfaction Confidence
4.21-5.00 84.01-100.00 Very Satisfied Very High
3.41-4.20 68.01-84.00 Satisfied High
2.61-3.40 52.01-68.00 Indifferent Fair
1.81-2.60 36.01-52.00 Unsatisfied Low
1.00-1.80 20.00-36.00 Very Unsatisfied Very Low
3. Results

3.1 Client Satisfaction Level Results of the HRDI, fiscal year 2016
3.1.1 Client Satisfaction Level from the Highland Area Project
Client satisfaction levels of farmers reported an overall satisfaction level of
“Very Satisfied” with a mean score of 4.48, or at 89.60%. It was found that all four categories
of services has received a satisfaction level of “Very Satisfied,” which the aspect of “Service
Personnel” received a mean score of 4.59, followed by “Service Procedures” with a mean
score of 4.45, “Contents of Knowledge” with a mean score of 4.39, and “Facilities” with a

mean score of 4.37, respectively. (Table 1)



Table 1: Client Satisfaction Level — Farmers, by Overall Level and Groups

n Contents of Procedures Personnel Facilities Total
Client Group Knowledge
Mean % Mean % Mean % Mean % Mean %
154 4.30 86.00 4.29 85.80 4.45 89.00 4.22 84.40 4.31 86.20
Royal Project Development Center
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
188 4.33 86.60 4.27 85.40 4.41 88.20 4.19 83.80 4.30 86.00
Royal Project Expansion Area
Very Satisfied Very Satisfied Very Satisfied Satisfied Very Satisfied
Expansion of the Royal Project Model for 71 4.30 86.00 4.14 82.80 4.31 86.20 4.06 81.20 4.22 84.40
the Sustainable Opium Eradication Very Satisfied Satisfied Very Satisfied Satisfied Very Satisfied
28 4.63 92.60 4.60 80.00 4.72 94.40 4.42 88.40 4.59 91.80
Water C tion Project for th

ater Conservation Project for the Queen Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
441 4.39 87.80 433 86.60 | 4.48 89.60 | 422 84.40 | 436 87.20

39(1)
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
Personnal — Royal Project Development 24 - - 457 9140 470  94.00 | 452 9040 | 4.60  92.00
Center Very Satisfied Very Satisfied Very Satisfied Very Satisfied
24 - - 457 9140 470 9400 | 452 9040 | 4.60 92.00

Total(2)
Very Satisfied Very Satisfied Very Satisfied Very Satisfied
Total(1)+(2) 465 4.39 87.80 4.45 89.00 4.59 91.80 4.37 87.40 4.48 89.60
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied

Client satisfaction levels of farmers in the Royal Project Development Center,

operating four activities in the area, reported an overall satisfaction level of “Very Satisfied”
in three activities and “Satisfied” in one activity, at 75.00% and 25.00%, respectively.

Farmers in the Royal Project Expansion Area, operating six activities in the area,
reported an overall satisfaction level of “Very Satisfied” in four activities and “Satisfied” in
two activity, at 66.67% and 33.33%, respectively.

Farmers in the Expansion of the Royal Project Model for the Sustainable Opium
Eradication, operating four activities in the area, reported an overall satisfaction level of
“Very Satisfied” in two activities and “Satisfied” in two activity, at 50.00% and 50.00%,
respectively.

Farmers in the Water Conservation Project for the Queen, operating one activity in
the area, reported an overall satisfaction level of “Very Satisfied” in its activity, at 100%.
(Table 2)



Table 2: Client Satisfaction Level — Farmers, by Project Area and Activities

Activities n | Contents of Knowledge | Procedures Personnel Facilities Total
Mean % Mean % Mean % Mean % Mean %
Royal Project Development Center
Handicrafts 24 a.47 89.40 4.67 93.40 | 4.47 94.80 | 4.42 88.40 | 4.57 91.40
Youth 35 4.53 90.60 4.48  89.60 | 4.68  93.60 | 453  90.60 | 456  91.20
Tourism 58 4.19 83.80 4.23 84.60 | 4.36 87.20 | 4.11 82.20 | 4.22 84.40
Community 37 4.15 83.00 398 79.60 | 4.17 8340 | 395 79.00 | 4.06  81.20
Royal Project Expansion Area
Herbs 10 4.65 93.00 473 9460 | 483 96.60 | 470 94.00 | 473  94.60
Coffee 18 4.51 90.20 433  86.60 | 455 91.00 | 431 8620 | 442  88.40
Water Management | 10 a.67 93.40 439 9780 | 440 88.00 | 415 83.00 | 440  88.00
Vegetables 118 4.30 86.00 4.28 85.60 | 4.40 88.00 | 4.24 84.80 | 4.31 86.20
Fruits 22 4.20 84.00 4.05 81.00 | 4.30 86.00 | 3.75 75.00 | 4.07 81.40
Field Crops 10 3.98 79.60 3.87 77.40 | 4.11 82.20 | 3.87 77.40 | 3.96 78.00
Expansion of the Royal Project Model for the Sustainable Opium Eradication
Coffee 30 a.47 89.40 4.25 85.00 | 4.38 87.60 | 4.12 8240 | 431 86.20
Fruits 21 a.17 83.40 4.32 86.40 | 4.46 89.20 | 431 86.20 | 4.27 85.40
Handicrafts 10 4.28 85.60 3.99 79.80 | 4.21 84.20 | 4.13 8260 | 4.15 83.00
Tourism 10 3.83 76.60 396  79.20 | 417 8340 | 382 76.40 | 3.94 78.80
Water Conservation Project for the Queen
Vegetables | 28 | 463 9260 | 460 9200|472 9440 | 442 8840 | 450 9180

3.2 Client Satisfaction Level Results from the Royal Park Rachapruek

Client satisfaction levels of clients who received services from the Royal

Projects reported an overall satisfaction level of “Very Satisfied” with a mean score of 4.23,

or at 84.60%. It was found that the aspect of “Facilities” received a satisfaction level of

“Very Satisfied” with a mean score of 4.30, followed by “Service Personnel” with a

satisfaction level of “Very Satisfied” and a mean score of 4.29, “Service Procedures” with a

satisfaction level of “Very Satisfied” and a mean score of 4.21, and “Contents of

Knowledge” with a satisfaction level of “Satisfied” and a mean score of 4.11, respectively.

(Table 3)



Table 3: Clients Satisfaction Level — Royal Park Rachapruek Clients, by Group

Client Group n Contents of Knowledge Procedures Personnel Facilities Total
Mean % Mean % Mean % Mean % Mean %
203 4.15 83.00 4.23 84.60 4.35 87.00 432 86.40 4.26 85.20
Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
Activities Participants

General Public and Interested Individuals 210 4.06 81.20 4.19 83.80 4.23 84.60 4.28 85.60 4.19 83.80

Satisfied Satisfied Very Satisfied Very Satisfied Satisfied
Total 413 a11 82.20 421 8420 | 429 8580 | 430 8600 | 423 8460
Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied

Note:

2018, which coincided with the summer season where there is little activity being held.

3.3 Confidence Level Survey Results of the HRDI

Survey of client satisfaction levels at the Royal Park Rachapruek was carried out during March to May,

Confidence level of client farmers who received services from the HRDI in the

highland areas reported an overall confidence level of “Very High” with a mean score of

4.42, or at 88.40%. It was found that the aspect of “Good Governance” received a

confidence level of “Very High” with a mean score of 4.48, or at 89.60%, and the aspect of

“Anti-Corruption Practices” received a confidence level of “Very High” with a mean score of

4.37, or at 87.40%. (Table 4)

Table 4: Confidence Level Survey, HRDI, by Project Area

n Good Anti-Corruption Total
Sample Group Governance Practices
Mean % Mean % Mean % Result
Farmers — Royal Project )
154 4.35 87.00 4.21 84.20 4.27 85.40 Very High
Development Center
Farmers—Royal Development )
. 188 4.44 88.80 4.29 85.80 4.37 87.40 Very High
Expansion Area
Farmers — Expansion of the Royal
Project Model for the Sustainable 71 4.07 81.40 3.98 79.60 4.02 80.40 High
Opium Eradication
Farmers — Water Conservation
) 28 4.83 96.60 475 95.00 479 95.80 Very High
Project for the Queen
Personnel - Royal Project )
24 4.70 94.00 4.61 92.20 4.66 93.20 Very High
Development Center
4.48 89.60 4.37 87.40
Total 465 ) ) 4.42 88.40 Very High
Very High Very High




4. Problems, Limitations and Suggestions on the Operation Roles and

Confidence Level of the HRDI, and Guidelines for Improvement of the HRDI

The research team has compiled the following strength and weaknesses on the
operational roles and confidence level of the HRDI as viewed by clients, personnel and
highland farmers in each of the operation areas and aspects of services. They have been
categorized by the mean score of each services, along with suggestions to improve each

aspect of services as follows:

4.1 Client Satisfaction Level of Royal Project Development Center Personnel

It was found that service procedures were quick and systematic. However,
there is insufficient personnel for the level of service provided. More personnel should be
assigned in relation to each project area and the number of farmers receiving services.

Personnel were found to be trust-worthy in their roles as service providers.
That is, there is no corruption of duty. However, there are still insufficiencies in providing on-
topic answers for some advice. There is a need for the service personnel to be more
proficient in their roles as advisors in order to provide clear and on-topic advice to the
farmers receiving services from the HRDI.

Facilities provide sufficient access to contact with personnel to receive
available services, but the available media, equipment and materials for use in services are
still unsuitable for the area’s needs. There is a need in producing more suitable media
materials, such as posters or brochures, as well as acquisition of sufficient numbers of

teaching and occupation equipment in relation to the number of farmers.

4.2 Client Satisfaction Level Trends of Farmers in the Royal Project

Development Center

The contents of knowledge provided by the services of the HRDI could be
used to improve the communities and group activities, though it could not be expanded
upon or innovated to increase the market value of the products. There is a need to

promote knowledge in produce processing to the farmers in order to innovate new products



with higher market value, so that farmers could benefit from a more stable income and
become self-sufficient in the future.

It was found that service procedures have been promoted, but the
procedures for requesting services is slow and inconvenient. There is a need to provide
farmers with clear instructions on the procedures of contacting for support as well as the
length of time services can be provided before each activities, as well as manage the time
to meet the allotted time frame.

Personnel were found to be cleanly dressed, well-mannered and with
appropriate disposition. However, contact channels were found to be limited when
personnel are out in the field (such as through mobile phone or through the application
Line). It is advised that more channels be made available for farmers to access when they
need to contact personnel out on field assignments, or provide a posted schedule of the
personnel out in field assignments to be posted for farmers to see.

Facilities provide access to contact personnel, though the number of
channels for clients to provide feedback, such as the public announcement system,
telephone channels and personnel, was insufficient. The number of feedback channels
should be increased, such as the installation of a comment box within selected locations
around the village headmaster’s house and community center, as opposed to just at the

Royal Project Development Center.

4.3 Client Satisfaction Level of Farmers in the Royal Project Expansion Area

The contents of knowledge provided by the services of the HRDI could be
used to improve the communities and group activities, though it could not be expanded
upon or innovated to increase the market value of the products. There is a need to
promote knowledge in produce processing to the farmers in order to innovate new products
with higher market value, so that farmers could benefit from a more stable income and
become self-sufficient in the future.

It was found that service procedures have been promoted, but the
procedures for requesting services is slow and inconvenient. There is a need to provide

farmers with clear instructions on the procedures of contacting for support as well as the



length of time services can be provided before each activities, as well as manage the time
to meet the allotted time frame.

Personnel were found to be cleanly dressed, well-mannered and with
appropriate disposition. However, contact channels were found to be limited when
personnel are out in the field (such as through mobile phone or through the application
Line). It is advised that more channels be made available for farmers to access when they
need to contact personnel out on field assignments, or provide a posted schedule of the
personnel out in field assignments to be posted for farmers to see.

Facilities provide access to contact personnel, though the number of
channels for clients to provide feedback, such as the public announcement system,
telephone channels and personnel, was insufficient. The number of feedback channels
should be increased, such as the installation of a comment box within selected locations
around the village headmaster’s house and community center, as opposed to just at the

Royal Project Development Center.

4.4 Client Satisfaction Level of Farmers in the Expansion of the Royal Project

Model for the Sustainable Opium Eradication

The contents of knowledge provided by the services of the HRDI could be
used to improve the communities and group activities, though it could not be expanded
upon or innovated to increase the market value of the products. There is a need to
promote knowledge in produce processing to the farmers in order to innovate new products
with higher market value, so that farmers could benefit from a more stable income and
become self-sufficient in the future.

It was found that the community and personnel have carried out service
procedures in the form of community activities, however the service time frame was found
to be inappropriate. The time frame of community activities should be announced to the
farmers in advance, as well as sufficiently manage the time frame in which the activities
were carried out.

Personnel were found to be proficient in providing advice and services with
appropriate skills. However, contact channels were found to be limited when personnel are

out in the field (such as through mobile phone or through the application Line). It is advised



that more channels be made available for farmers to access when they need to contact
personnel out on field assicnments, or provide a posted schedule of the personnel out in
field assignments to be posted for farmers to see.

Available facilities provide access to an operation center that can be used as
a beneficial learning center. However, the facilities, such as land area, learning materials and
equipment used in providing services, remain unsuitable for the tasks. The number of
channels for clients to provide feedback, such as the public announcement system,
telephone channels and personnel, was also insufficient. The number of feedback channels
should be increased, such as the installation of a comment box within selected locations
around the village headmaster’s house and community center, as opposed to just at the

Royal Project Development Center.

4.5 Client Satisfaction Level of Farmers in the Water Conservation Project for

the Queen

The contents of knowledge provided by the services of the HRDI could be
practically used in the communities, though it could not be expanded upon or innovated to
increase the market value of the products. There is a need to promote knowledge in
produce processing to the farmers in order to innovate new products with higher market
value through establishment of agricultural cooperatives, so that farmers could benefit from
a more stable income and become self-sufficient in the future.

Services and procedures have been carried out to provide advice to the
communities, though the communities have yet to become involved in the management or
control of the various community group and activities. It is advised that personnel establish
community activities with community members as a board of committee so that members
could participate in all levels of operations, from systematic planning to acquisitions of
resources, to review and evaluation.

Personnel were found to be enthusiastic in providing services and can clearly
answer and respond to the clients’ questions with proficient knowledge. However, contact
channels were found to be limited when personnel are out in the field (such as through
mobile phone or through the application Line). It is advised that more channels be made

available for farmers to access when they need to contact personnel out on field



assisnments, or provide a posted schedule of the personnel out in field assignments to be
posted for farmers to see.

Facilities provide sufficient access to contact with personnel to receive
available services, but the available media, equipment and materials for use in services are
still unsuitable for the area’s needs. Acquisition of sufficient numbers of teaching and

occupation equipment in relation to the number of farmers should also be carried out.

4.6 Client Satisfaction Level Trends of Clients in the Royal Park Rachapruek

The contents of knowledge provided could be used to educate and
distributed to the community, but could not be used practically in daily life nor innovated
and expanded upon in the future. There should be more emphasis in providing basic
information on plant and animals for interested individuals to learn about and put into
practice in their daily life, such as how to make compost, pest and weed control techniques,
agricultural plant cultivation, etc.

Access to services provided by the Royal Park Rachapruek is simple and
accessible, however the provided advice and suggestions seem to be unclear. Handbooks or
brochure with information on service stations or maps should be published to provide aide
to tourists at the Royal Park Rachapruek.

Personnel were found to be cleanly dressed, well-mannered and with
appropriate disposition. However, personnel were unable to clearly answer some questions
proficiently. Royal Park personnel should be more knowledgeable about their post, so that
park clients may receive sufficient answers and advice when clients request assistance from
the personnel.

Facilities provide sufficient access to the parking lot. However, the number of
feedback channels, such as comment boxes or a direct telephone line, is insufficient. Access
to more of feedback channels, such as through the Royal Park Rachapruek’s main website,
should be established, as well as increase the location of comment boxes along with
inclusion of evaluation forms could be used to receive comments and suggestions from

clients in order to help improve the Royal Park Rachapruek.



4.7 Confidence Level Survey Results of Farmers in the Royal Project
Development Center

HRDI personnel has operated under the good governance with impartiality
and in consideration of the client’s right and liberties. Personnel are enthusiastic in carrying
out their duties to meet the operation objectives. However, the client satisfaction survey has
not been carried out routinely, nor had the evaluation been published to service clients.
HRDI should routinely carry out the client satisfaction survey and publish the evaluation
results for all clients to see.

HRDI has promoted community leaders to engage in improving anti-corruption
practices. However, the laws and regulations pertaining to anti-corruption practices have not
yet been published and made available for clients. Laws and regulations on anti-corruption
practices should be announced via public announcement channels, as well publish printed
media about laws and regulations on anti-corruption practices to be posted and make

accessible for all clients.

4.8 Confidence Level Survey Results of Farmers in the Royal Project Expansion
Area

HRDI personnel have been noted to have good human relation skills, were
modest, kind and friendly with enthusiastic service mind. However, the client satisfaction
survey has not been carried out routinely, nor had the evaluation been published to service
clients. HRDI should routinely carry out the client satisfaction survey and publish the
evaluation results for all clients to see so that all parties could help further improve the
quality of services.

HRDI has promoted community leaders to engage in improving anti-corruption
practices. However, the laws and regulations pertaining to anti-corruption practices have not
yet been published and made available for clients. Laws and regulations on anti-corruption
practices should be announced via public announcement channels, as well publish printed
media about laws and regulations on anti-corruption practices to be posted and make

accessible for all clients.



4.9 Confidence Level Survey Results of Farmers in the Expansion of the Royal
Project Model for the Sustainable Opium Eradication

HRDI personnel has operated under the good governance with impartiality
and in consideration of the client’s right and liberties. However, clients have yet to
participate in providing feedback to address problems with local projects or activities that
would affect the local communities which could be revised or improved on. It is advised
that community projects and activities operate under a board of committees so that
members could participate in all levels of operations, from systematic planning and
acquisitions of resources, to reviewing and evaluation.

HRDI has promoted community leaders to engage in improving anti-corruption
practices. However, the laws and regulations pertaining to anti-corruption practices have not
yet been published and made available for clients. Laws and regulations on anti-corruption
practices should be announced via public channels, as well publish printed media about
laws and regulations on anti-corruption practices to be posted and make accessible for all

clients.

4.10 Confidence Level Survey Results of Farmers in the Water Conservation
Project for the Queen
HRDI has published beneficial information to clients in a straightforward
manner. Follow up evaluation of client satisfaction has been carried out on a regular basis,
with the results of the client satisfaction survey published and distributed to all clients. HRDI
personnel have been noted to have good human relation skills, were modest, kind and
friendly with enthusiastic service mind, as well as enthusiastic in carrying out their duties to
meet the operation objectives. Clients have participated in providing feedback in improving
the projects and activities in operation which affect the local communities. However, clients
still expressed uncertainty in following the regulations in receiving services from the HRDI.
HRDI has also provided insufficient services to the local communities. Therefore, it is advised
that laws and regulations on anti-corruption practices be made available through public
announcement or printed media to be posted and make accessible for all clients. Personnel
should explain the operational procedures and relevant information before the start of all
activities. Projects and activities should be operated by a board of committee so that

member could participate in all levels of operation, from systematic planning and



acquisitions of resources, to reviewing and evaluation. Operational responsibilities should be
clearly explained to each farmer, as well as the publication of operational reports to all
associated parties on a regular basis.

HRDI has promoted the participation of community leaders in improving anti-
corruption practices. However, activities which promote awareness of good governance has
been insufficient. Learning workshops on good governance should be established to improve
and encourage personnel and farmers to adopt good governance into their duties, promote
farmers to participate in good governance, monitor anti-corruption practices of government
agencies, and promote adoption of Sufficiency Economy into their work and daily lives.
Projects that emphasize good conscience and morals should be established, so that
personnel and farmers feel a sense of selflessness towards society. Community service
projects (centered on religious, environmental or social activities) should be carried out, as
well as reports on how good governance, ethics and service mindedness are related to

these activities.

5. Comments and Suggestions

The research team has provided the following comments and suggestions on

the policies of the HRDI as guidelines in improving overall service quality:

5.1 Services to Highland Farmers

Policy Recommendations

1) Projects should be continuously promoted with consideration on
sustainability, so that farmers could become self-sufficient. Also, projects should be
operated systematically, with integration from associated agencies, as well as routine follow

up evaluation of the project operations.



Practical Recommendations
A. Contents of Knowledge

1) Product processing should be promoted to farmers, through the
establishment of occupation cooperatives that would help to increase the market value of

the products, in order to help farmers become self-sufficient in the future.

B. Service Procedures

1) Activities and projects should be carried out by a board of committees, so
that members could participate in all levels of operation from systematic planning and
acquisition of resources, to review and evaluation.

2) Activities and operations should be announced to participating farmers in
advance, as well as manage the activities to fit within the announced time frame.

3) Procedures for service requests should be clearly announced in detail,
along with the time frame of service, to farmers before each activities, as well as manage

the activities to fit within the announced time frame

C. Service Personnel
1) Communication channels should be increased so farmers could contact
service personnel while they are out on field work, or provide a schedule posted at the

service centers for farmers to see.

D. Facilities

1) Feedback channels from farmers should be increased, such as installation
of comment boxes at important locations, ie., the village headmaster’s house and
community center, aside from only at the development center.

2) Learning equipment and materials should be stocked in sufficient numbers

relative to the farmers in the area.



5.2 Services to Clients in the Royal Park Rachapruek, Chiang Mai

Policy Recommendations
1) Promotional sales should be carried out both during the high and low

season, as well as increase the volume of advertisement to various channels.

Practical Recommendations

A. Contents of Knowledge
1) Basic knowledge on plants and animals should be promoted to interested
individuals that could be used in their daily lives, such as how to make compost, pest and

weed control, agricultural plant cultivation, etc.

B. Service Procedures

1) Handbooks or brochure with information on service stations or maps
should be published to provide aide to tourists at the Royal Park Rachapruek.

2) Easy to understand tourist maps should be published. Contents could
include locations suitable for short visits (1-2 hour time frame) and long visits (half-day time
frame), in order to help tourists during their visit, as well as improve management and

maintenance of the park.

C. Service Personnel
1) Service personnel should be proficient in their assigned posts as well as
basic services available at the park, so that personnel could answer questions and requests

of tourists in a timely manner.

D. Facilities

1) Additional facilities should be installed at the park, such as drink
dispensers, bicycle park (similar in concept to the MObike service in Chiang Mai City),
umbrella rental services, shaded rest areas, automatic teller machines, etc.

2) Access to more of feedback channels should be included, such as through

the Royal Park Rachapruek’s main website, increase the location of comment boxes with



inclusion of evaluation forms, which comments and suggestions from clients could be used

to improve the parks.

5.3 Confidence on the HRDI’s Operational Roles

Policy Recommendations

1) Multimedia data should be used to determine the work standard. An
efficient, continuous evaluation system of the organization and financial management
should also be established, which the results could be used to continually improve and
develop the operation of the organization.

1) Activities and projects should be carried out by a board of committees, so
that members could participate in all levels of operation from systematic planning and
acquisition of resources, to review and evaluation.

Practical Recommendations

Good Governance

1) Client satisfaction surveys should be carried out for all activities, with the
results of the evaluation reported to the clients to jointly find ways to improve the activities.

2) Laws and regulations on anti-corruption practices should be announced via
public channels, as well publish printed media about laws and regulations on anti-
corruption practices to be posted and make accessible for all clients.

3) Personnel should explain the work procedures and any agreements before
the start of all activities.

4) Projects and activities should be operated by a board of committee so that
members could participate in all levels of operation, from systematic planning and
acquisitions of resources, to reviewing and evaluation. Operational responsibilities should be
clearly explained to each farmer, as well as the publication of operational reports to all

associated parties on a regular basis.



Anti-Corruption Practices

1) Laws and regulations on anti-corruption practices should be announced via
public channels, as well publish printed media about laws and regulations on anti-
corruption practices to be posted and make accessible for all clients.

2) Workshops on good governance should be established to improve and
encourage personnel and farmers to adopt good governance into their duties.

3) Farmers should be promoted to participate in good governance practices
and monitor anti-corruption practices of government agencies.

4) Operations and daily activities should be promoted to integrate the
philosophy of Sufficiency Economy into its activities.

5) Projects that emphasize good conscience and morals should be
established, so that personnel and farmers feel a sense of selflessness towards society.

6) Community service projects (centered on religious, environmental or social
activities) should be carried out, as well as reports on how good governance, ethics and

service mindedness are related to these activities.



