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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 2019, 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
September 3 2019



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 2019, 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 2019 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 997 samples were studied, of which 477 clients consist of highland
farmers and personnel from the Royal Project Development Center, as well as 520 general
visitors and participants in the learning programs at the Royal Park Rachapruek.

For the operational role confidence, a total of 477 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 (101 samples), 2) Farmers from the Royal Project Expansion Area (275
samples), 3) Expansion of the Royal Project Model for the Sustainable Opium Eradication (40
samples), 4) the Water Conservation Project for the Queen (26 samples), and personnel from

the Royal Project Development Center (35 samples).

Visitors to the Royal Park Rachapruek include: 1) Visitors and clients to the
Royal Park Rachapruek (337 samples) and, 2) Participants in the Royal Park Rachapruek’s

learning activities (183 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

3.1.1 Client Satisfaction Level from Farmers and Personnel at the Highland Area Project

Client satisfaction levels of farmers reported an overall satisfaction level of

“Very Satisfied” with a mean score of 4.443, or at 88.86%. 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 4.534, followed by “Contents of

Knowledge” with a mean score of 4.522, “Service Procedures” with a mean score of 4.414,

and “Facilities” with a mean score of 4.392, respectively. (Table 1)

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

Contents of

n Procedures Personnel Facilities Total
Client Group Knowledge
Mean % Mean % Mean % Mean % Mean %
Royal Project 101 4482 8964 | 4346 8692 | 4.457 89.14 | 4279  85.58 4.391 87.82
Development Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
Center
Royal Project 275 4404 88.08 | 4394 8788 | 4410 8820 | 4.232 84.64 4.360 87.20
Expansion Area Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
Expansion of the
Royal Project Model | 40 4488 89.76 | 4669 9338 | 4.748 9496 | 4549  90.98 4.613 92.26
for the Sustainable
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
Opium Eradication
Water Conservation 26 4.712 9424 | 4815 9630 | 4.894 97.88 | 4.744  94.88 4.791 95.82
Project for the Queen
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
442 | 4522 90.44 | 4556 91.12 | 4.627 9254 | 4.450  89.00 4.539 90.78
Total(1)
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
Personnal ~ Royal 35 - - 4.271 8542 | 4.440 88.80 | 4.333  86.66 4.348 86.96
Project Development - s e
Cont Very Satisfied Very Satisfied Very Satisfied Very Satisfied
enter
35 - - 4271 8542 | 4440 8880 | 4.333  86.66 4.348 86.96
Total(2)
Very Satisfied Very Satisfied Very Satisfied Very Satisfied
Total(1)+(2) 477 | 4522 90.44 | 4414 88.28 | 4.534 90.68 | 4.392 87.84 4.443 88.86
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied




3.1.2 Client Satisfaction Level from Highland Farmers in Community A B and C

Client satisfaction levels of farmers in Community A B and C in the fiscal year

2019 reported an overall satisfaction level of “Very Satisfied” with a mean score of 4.447, or

at 88.94%. 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 4.521,

followed by “Contents of Knowledge” with a mean score of 4.478, “Service Procedures”

with a mean score of 4.448, and “Facilities” with a mean score of 4.308, respectively. (Table

Table 2: Client Satisfaction Level — Farmers, by Overall Level and Groups

Contents of

Community n Procedures Personnel Facilities Total
Knowledge
Type Mean % Mean % Mean % Mean % Mean %
4438 88.76 | 4334  86.68 | 4512 9024 | 4.177  83.54 4.390 87.80
A 64
Very Satisfied Very Satisfied Very Satisfied Satisfied Very Satisfied
5 198 4343  86.86 | 4369 8738 | 4375 8750 | 4240 84.80 4.332 86.64
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
4.654 9308 | 4.642 9284 | 4.675 9350 | 4506 90.12 4.619 92.38
C 53
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
4478 8956 | 4448 8896 | 4521 90.42 | 4308 86.16 4.447 88.94
Total 315
Very Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied




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 4.305,

or at 86.10%. It was found that three aspects received a Satisfaction Level of “Very

Satisfied.” These aspects included “Facilities” with a mean score of 4.375, followed by

“Service Personnel” with a mean score of 4.370, “Service Procedures” with a mean score of

4.234, respectively. Meanwhile, one aspect received a Satisfaction Level of “Satisfied” which

included “Contents of Knowledge” with a mean score of 4.172. (Table 3)

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

Contents of

Client Group n knowledge Procedures Personnel Facilities Total
Mean % Mean % Mean % Mean % Mean %
Activities 183 | 4172 8344 | 4224 8448 | 4.455 89.10 | 4363  87.26 4.304 86.08
Participants Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied
Visitors and 337 - - 4243 8486 | 4295 8590 | 4377 8754 | 4.305 86.10
Clients Very Satisfied Very Satisfied Very Satisfied Very Satisfied
520 | 4172 83.44 | 4.234 84.68 | 4.375 87.50 | 4370 87.40 | 4305 86.10
Total Satisfied Very Satisfied Very Satisfied Very Satisfied Very Satisfied




3.3 Confidence Level Survey Results of the HRDI

Confidence level survey for the fiscal year of 2019 of the HRDI from 477 client

farmers and personnel of the Royal Project Development Center reported an overall

confidence level of “Very High” with a mean score of 4.502, or at 90.04%. It was found that

both aspects received a confidence level of “Very High.” The aspect of “Good Governance”

received a mean score of 4.538 and the aspect of “Anti-Corruption Practices” received a

mean score of 4.467. (Table 4)

Table 4: Confidence Level Survey, Farmers

Personnel, by Project Area

and Royal Project Development Center

n Good Anti-Corruption
Sample Group Governance Practices Total
Mean % Mean % Mean % Result

Farmers — Royal Project 101 | 4.503  90.06 4.497 89.94 4500 90.00 Very High
Development Center
Farmers — Royal Development | 275 | 4.430  88.60 | 4.335 86.70 4382 87.64 Very High
Expansion Area
Farmers — Expansion of the Royal | 40 | 4.686  93.72 | 4.612 92.24 4.649 9298 Very High
Project Model for the Sustainable
Opium Eradication
Farmers - Water Conservation | 26 4.719 9438 | 4.596 91.92 4.657 93.14 Very High
Project for the Queen
Personnel - Royal Project | 35 4.354  87.08 | 4.293 85.86 4323  86.46 Very High
Development Center

Total 477 | 4.538 90.76 | 4.467 89.34 4.502  90.04 Very High

Very High Very High




4. Highlights and Recommmendations

The research team has compiled the following highlights on each aspects of
services along with recommendations for the HRDI, as guidelines to improve the overall

quality of services as follows:

4.1 Highlights and Recommendations on Services for Highland Farmers

From the confidence level survey for the fiscal year of 2019, it was found that
service highlights for highland farmers are as follows: 1) Content of Knowledge: Farmers were
able to practically and consistently apply knowledge gained from training in their everyday
life. 2) Process and Procedures: Personnel and the community were able to plan and carry
out activities with each other. Personnel were able to explain and advise the process for
their services clearly. 3) Personnel: Personnel were found to be attentive and enthusiastic in
providing services. 4) Facilities: Farmers found the communication and announcement of
service areas were clear and accurate, there are many channels of communications
available, such as via mobile phone, Line app, Facebook, etc. There is also an agricultural
demonstration center that can be used for learning and utility.

Service highlights of the HRDI for personnel of the Royal Project Development
Center is as follows: 1) Process and Procedures: Personnel of the Royal Project Development
Area found that communication and coordination with HRDI personnel is clear and operations
conform to needs of the area. 2) Personnel: HRDI personnel were found to have good
cooperation in planning and cross-group integration of work, and that HRDI personnel were
attentive, enthusiastic in providing services, appropriately dressed and polite. 3) Facilities:
There is sufficient communication and broadcasting of service procedures in a clear manner,

as well as providing many available means of communication.

As guidelines for future improvements to services of the HRDI, the research
team has compiled the following policy and practical recommendations on services to

highland farmers:

Policy Recommendations

(1) Additional planning for promotion activities towards highland farmers should be
carried out yearly in advance. This includes details on project subject that match local
lifestyle, social and cultural customs, number of participants, budget, materials and facilities
required. These projects need to be planned in advance in cooperation with farmers in the

local community to facilitate the implementation of the activities.



Practical Recommendations
A. Content of Knowledge

(1) Increase promotion and training on knowledge that match local lifestyle, social
and cultural customs, with emphasis on group activities.

(2 ) Establish a learning network for Community type A B and C, to provide a
sustainable learming environment. (Such as allow farmers from Community Type C to visit
and share knowledge with Community Type A or B, while Community Type A will produce

guidebooks on their practices that other communities could learn from, etc.)

B. Process and Procedures

(1) Decrease the number of steps required to receive services, with the goal of using
the One Stop Service model to facilitate more expedient planning in the future.

(2) Revise operation plans to match present conditions and local requirements.

(3) Increase coordination and operation planning on all projects working with the

Royal Project Development Center, for more intimate cooperation between projects.

C. Service Personnel

(1) Increase the number of available personnel capable of providing services.

D. Facilities

(1) Revise the materials and equipment to be adequate, up-to-date and available as
appropriate, such as producing posters, pamphlets and online resources, so farmers may
access and understand the material more easily.

(2) Periodically survey the available equipment to allow for maintenance, repair or

restocking to meet the demands of farmers taking part in activities.

4.2 Highlights and Recommendations for Services at the Royal Park Rachapruek

Results from the Client Satisfaction Survey of visitors at the Royal Park
Rachapruek for the fiscal year 2019 found the following: 1) Process and Procedures: Services
were carried out in a fast and timely manner, fair service with response to proper queues. 2)
Personnel: Personnel were enthusiastic and attentive in providing services, polite and honest
(such as not seeking personal gains while providing services). 3) Facilities: The park was
beautifully arranged with good variety of flora specimen, good photo areas, good cleanliness
and shaded resting areas good for tourism, resting and exercising, the facilities hosting a
variety of agricultural knowledge from royal agricultural endeavors, as well as hosting a

variety of flora and unique and interesting architecture, along with wide availability of



transportation (tram services, bicycle renting, golf cart services, etc.), available feedback
channels (comment boxes, direct phone line services), good security of the surrounding park
area appropriate for many uses, wide and expansive parking area.

Highlights of the HRDI in providing activities at the Royal Park Rachepruek
include the following: 1) Content of Knowledge: Content of the activities were appropriate,
include good coverage of important lessons and appeal to participants’ expectations,
participants understood the content being disseminated, which could be applied practically
and improved upon in daily life. 2) Process and Procedures: Services were expedient and
timely, fair service with response to proper queues. 3) Personnel: Personnel were attentive
and enthusiastic in providing services, honest in providing services. 4) Facilities: Activity areas
were appropriately allocated, clean, safe, and can accommodate the proper number of
participants taking part in the activities.

As guidelines for future improvements to services of the HRDI, the research
team has compiled the following policy and practical recommendations on services at the

Royal Park Rachapruek:

Policy Recommendations

(1) Publish pamphlet and work/cooperation guidelines as reference for personnel and
service clients.

(2) Allocate designated areas for each age group, such as playgrounds, exercise areas
for the elderly, meeting locations or outdoors work area for working adults, as well as

promote the use of these areas.

Practical Recommendations
A. Content of Knowledge

(1) Emphasize contents of each activity area, or publish short phrases that are easy
to remember that activity participants can see.

(2) The Royal Pavilion should have an information boards that details the
architecture’s history and symbolism in addition to the current pamphlet (of which the text
is too small for the elderly), also since the information displayed on the glass information

board is becoming illegible with time.

B. Process and Procedures
(1) Work cooperation guidelines should be published and displayed for service
clients, as well as reduce the number of steps for work coordination down for more

expedient services.



C. Personnel
(1) Organize more practical training in basic understanding and work content for

associated personnel.

d. Facilities

(1) Revise handout material for training and review to be up-to-date and appropriate
for participants.

(2) Install QR codes of each flora in display areas lacking stationed personnel.

(3) Increase advertisement for important tourist areas in the Royal Park Rachapruek.

(4) Promote the usage of the Park’s exercise areas on a daily basis, perhaps with the
addition of discounted service package deals.

(5) Sign business MOU for cooperative services with outside agencies in providing
services to visitors within the Park using the Park’s facilities, such as beverage dispenser

machines, rental umbrellas, rental scooters/bicycles, etc., in many areas of the Park.

4.3 Recommendations on the Confidence Level Survey of the HRDI

In the Confidence Level Survey or the HRDI for the fiscal year of 2019, the
highlights of the HRDI’s services, it was found that personnel of the HRDI were friendly,
polite and considerate as well as enthusiastic in providing fair services with full regard for the
client’s rights, determined in providing good services to meet the goals of the HRDI, honest
in providing necessary information to farmers, responsible and honest in meeting the needs
of the community, apply the resources available appropriately and efficiently. In regards to
Anti-Corruption Practices, the HRDI promotes local community leaders to participate in the
community’s developments.

As guidelines for future improvements to services of the HRDI, the research
team has compiled the following policy and practical recommendations on client

confidence levels:

Policy Recommendations
(1) Have a policy to promote knowledge to HRDI staff on rules and regulations for
work, Good Governance and Anti-Corruption Practices so HRDI staff may apply them in

planning and practices with local farmers.



Practical Recommendations
Good Governance

(1) Improve understanding on the process of operation, work budget and regulations
so farmers may understand and apply practically, so clients may take confidence in HRDI
operations.

(2) Review the community planning as guidelines in improving operational work
further.

(3) Present the evaluations to farmers as guidelines in improving and developing the
area in cooperation with each other.

(4) Provide Good Governance training on a regular basis, as well as engage staff,
personnel and farmers to conduct Good Governance.

(5) Review personnel and farmers participating in each activities/operations in which

Good Governance Practices they have participated in.

Anti-Corruption Practices

(1) Increase the promotion and dissemination of information on Anti-Corruption
Practices for clients, or hold training classes on Anti-Corruption Practices for clients to
participate in.

(2) Increase the number of announcements and bulletin boards of rules and
regulation on Anti-Corruption Practices of the HRDI in highly visible areas, so farmers may

understand these practices.



