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1.2 $U§sNAVINS
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waUsglovil viemnufisnelafianunsnneuaussnuiesnisvesgninle gy Tsuseu Tsmeuia
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MNAMUMIIBYRITIAAUIMTRINa Y asUld g3Rauinns WugsiafidduAanssy
Tﬁﬁmﬁh%%’ww%mﬂugﬂLL‘U‘U@'N 9 LLazLauamau‘%mﬂﬁudﬁu‘ﬁﬂmﬁammazmmms AU
Uaonde mnuaynaututuiiis Samsliuinisdsnandesainsansuaussieniiudesnisuazaing
fanelabiuiguslaalduazgliusnmsazisenausnisduaneunnu

fuveniud. faidn Uohn D. Millet, 1954, 5addlumdnayneintiius, 2536, u. 20) na1n
Tl mngdAyreIn1TUINsAonIsassAuisnelalunsius N sUTErrUL Tnelindnvuiaunuanig
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1. mslviusnIsagraanania (Equal Able Service)vanefisnnuesssulunisusmsau

AAsgRIgIuafdnAumisuiudeiulsesunauaglasunsu URed 1amieuiuluudves
1 1 a [y Y a Yy a wa A &

nguanelifiniswuaweniniulunisiiusnisusessunnauazlasunisufoatugiuesmludamn
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2. M5MAUSA15A52a1 (Time Service) nun88elun1SUSNITABINDIIINITIAUSANS
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3. NMTIUIN19RE9NEIwe (Ample Service) Mu1889n15lRUS A TaNS1TMEADINANWUY
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4. mslusnisagnesatiles (Continuous Service) nunafansiusnismiiusegsasinaue

=

TnedadaUselovivasarsisusidunanlalddamnufianelavesntisaunliusnisiiaslvins o

]

usnsulelale

5. nM3liusn1sedneinant (Progressive Service) ninefiaanssaeiiinsusulssnmnm
HaueINsUHURMUNaMBntanisRanisiiulszansamnsaanuaiunsaiivinninilasundulaely

PISNYINTLVINAL

'
a o

au WaU Aanaas (Philip Kotler, 2000,p. 436) lana118e Sufd1Ayveegsnauinig

1 3 Usenshe
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A Y a & 3 . . = 14 T a a 14 J Y
A (1) nsliuinisiugrudugn (primary service package) Falaun @svignAinininaglasuain

Y

a 6

nans Wy andun1sinel gnatmianisinasinsiseunisaeuinn 1819158dapunilanuaNnse
8 (2) dnwagn15IRUINISIESH (secondary service features) Falan USn1sNAINITTRNLLALTIA
wonuilaanuinisiiuguily iy @antun1s@nwilvusuiasuinueausng o witnfAnel &

NuMIANWETUaYUTnAnw

1.2) n1sdanauuIng (delivery) nsdanauuinisndauninedsadiauelonianingus
lngnsnevauatauAInnis luaun1nnsiiusnisvesduslan auaaniuinanUszaunisally
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U3N15 W1aslUSeuiiguusnisnsuiiuusnisiianands fusmsnsuiinduinmsiaaniald gnan

wlyiawls dusnsisuianitanumaniweset gnAnegldusmstiug

1.3) aananwal (image) n1sasnsnindnwal dinsuusenanlvuinislneendy

(Y L3

Fouanwal (symbols) as1d@uA (brand) IngendoiasesdionislavaiazUsyandunus wagnsdoans

NINANDU 9|

2) MIUTMTAUNINNITIRUINIS (managing service quality) {Wun1siwseuisuszning

i {

ANSUSNITNAIANTY azUSAISALASU D1USNNSNRSUAINIIAMUAIANTS anfnagsaninusnisidle

Y Y

'
v a =

AN WAAIUSNINLATUgINTIAINAIANTS gnAnaianInusnishilasulinunin Fenmn1nnis

9

a v av

uinshaglannsgiu duiudedinidelddunuimnuaamnimessusnsifiauddg liun

o

2.1) avuidede (reliability) anuanunsalunisuinig Aviiliiulaluuinisiitinedals
LazQNABIILDY

2.2) anidnilauazanumdey (responsiveness) Anadnlafivgdreivdegniiuazinien
ANUNIaNlunITUIS

2.3) M33UUsEAU (assurance) A3 LAZAIINANINVBIGNINY WATAIILAINITOVRIGNIN
Tumsanemen amidetie uazAnudesiy

2.4) maelald (empathy) Msdam gua w1laldlanigse uignan ynsey

2.5) mM3duialdl (tangibles) nsUs1ngesdssrueauazainmeing taissdle yaains

[y

MOVNaNNSHBANT

3) NM5UsW1sUsEaNSAlun1slHusnis (managing productivity) Tunsiisusza@nsan

Y8IN3IUINIT gInauIMsaansavila 7 35Ae

3.1) mslvminauyihuiindy viielianudiuigyasdu lngdnea1dng winay
3.2) WinUsinansiiuinislaggeugaidunmunnusadiuag

3.3) Wasuuimslnluuuugeamnssulaeifisiaisdedduntieadiawnnsgiu

a Y A

3.4) msliusnisiluannislduinis vieduddu 9
3.5) N1599NLUVUINSIAIUTEENS AN TY
3.6) M3hiaegalagnA lElssUT LY N ULTIUVBIUTEN

3.7) msiwalulagunlolunisusnisavu
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1.3 anwazuazAnantavansiiuinig
215 kel (2554,1.38) lananifenuusnisindanuwasanizassaluilne
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Trusnnsluiudiguny

2. NavaIN1sUSMaAnTularananatazLUsNala a1 UUSNSISUAULaE AT UNT A LY

nnvagndlunausuiunawagluneunemsElilivedndninasdedviusnisemglunamisim
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woldsuiinauiiliusnsifidesasvieuinliusmsmenuninnisliusnslifdaduuaz o1atedu

bidegsuusnmaaulule

IngdnvazianizuazAuaud® 5 Usen1sveanisuinisveding uasianuady (Pyne,1993&

Zeithaml 1996,81983luduannayiUselasy, 2546,u. 27-29)Uuenanusanianwialuife

1. Anulififneu (ntangibility) usnishianuisausaiududeswazduiale (Abstract) lngld
Usgamdudana 5 liiasdumyaynauiomd

Y v

2. anuuendniulilaseninadliusnisuasgnAgsuusnig (nseparability) glyiusniswag

Y

Asuuimslianunsasenaniuldlugiaianiliuinisiy

3. maiusnwladle (Perishability) nuneairuinfanisidaunsaiiuusnisiiiievenield

Nilunmendslauunmdunsaupntuiuaulinindnileninauaivesusnisazasegillatiwiantn

4. Ayudean1snlaiuiueu (Fluctuating Demand) A314699N15LHUSN15V099NANTUAIDY

FQ)

5. A2NLANFI9YIN1TUTNISTULAAaLASY (Variability or Heterogeneity) nu1883A27%
wansnslusauaaunnlunisliusnisiissainmsuinisaesedeaunsendnaulunsliusnisdu
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MeavskuulrignAisiiesssiantiuinsidesnsiiuseansanlunisliuinmsdesseinsyia
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1. Awndeunnenienan (Physical environment) oA M33nwIALdzaIRvesaaIuTinTs
AIUALIABS 81N A LaTUMgRITInaIINE

2. ATLTENDYDIN1TUINIG (Availability) laud aduanansalunisnevaussnufonts
yosFuuimsiiiuiinsuitiinununa uaznsliuimsfimnzausuanudesnisvesdiuuinig

3. WinwenslHu3nng (Technical Skills) léuA U3nsfineuaLBIAILFBINTITHLTINTEY
A3UUINIS

4. arun il (Overall Quality) Idud arufianels wionmnmlnefaualunsuszdu
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1. aulIndla (Reliability) ansanunsanazliusnismunladyaniugnalilasgiegndes

a Yol A

Tnofififeadldtioma

2. Asfianunsadudiosli(Tangibles) Anwairnianien myosgunsal 361u78AINALAIN
wilnsuuay Janlflunsdeaseing o
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Survey #1
The Satisfaction of Clients of the Neighbouring Countries Economic Development Cooperation Agency
(Public Organization) (NEDA) for 2017 Fiscal Year
(General Users Group)
Type of Entity: (Please choose only one)

(1) Neighbouring countries Government Agencies
(2) General Thai clients (Financial institutes, consultants, contractors, universities, press)
(3) Coordinating agencies in Thailand (Government, state enterprise)

(4) Other, PlEaSE SPECITY . . ...t

Types of services obtain from NEDA (Please choose only one):
(1) Financial assistance (FA)
(?) Technical assistance (TA)
(2) Payment of principal and interest to the NEDA
(4) Coordination with the government, state organizations, international institute and financial institute
(5) Management of the financial assistance (FA)

(5) Never obtain any service (7) Other, Please SPECITY.........ccvuiriiiiiiiiiieiee et

The Neighbouring Countries Economic Development Cooperation Agency (Public Organization) (NEDA) has appointed
Faculty of Communication Arts , Chulalongkorn University , to be its consultant in conducting satisfactory survey of the
users towards the service quality provided by NEDA during 2017 fiscal year; and also to study, analyze as well as

reporting the survey results on the satisfaction of service. Your kind cooperation in this survey is kindly requested.

Section 1: Satisfaction with the quality of service in various aspects

1.1 How satisfied are you with the quality of service in the following aspects?
5 = very satisfied 4 = satisfied 3 = moderately satisfied
2 = dissatisfied 1 = very dissatisfied 0 = Unable to assess

Please mark v in the box that most matches your comments

1. The operational processes and procedures of the service of NEDA Satisfaction Levels

1.1 Publication on the procedure and duration of service 5 4 3 2 1 0
1.2 Service provided within the timeframe 5 4 3 2 1 0
1.3 Convenience and promptness in providing services 5 4 3 2 1 0

1.4 Processes and procedures of NEDA are up-to-date, standardized and efficient

comparing to other agencies




1.5 Forms and documents related to the service are clear and easy to understand

1.6 Information and news of NEDA are appropriate, up-to-date and beneficial to

your operation

1.7 Efficiency in cooperation with various relevant authorities / agencies related to

economic and foreign policy

1.8 Operational process and procedure are transparent and in compliance with

good governance and good public management

2. The NEDA staff performance

2.1 Appropriate dress during service

2.2 Willingness and readiness in providing service politely

2.3 Ability to provide services such as answering questions, clarifying some
doubt issues, making recommendations, and solving problem correctly

in a timely manner

2.4 Honesty and integrity in performing duties such as not asking for bribes / gifts

or not taking action for personal gain

2.5 Providing equal treatment without discrimination

2.6 Ability to respond and solve problem in due time

2.7 Services provided are in line with the procedure

2.8 Sufficient number of staff in providing services

3. The facilities in providing the services

3.1 Location and facilities are modern and sufficient to accommodate overall

demand of clients

3.2 Service sign is clearly located

3.3 Service points and service channels are appropriate and accessible

3.4 Adequate equipment in providing services

3.5 Open for suggestion and recommendation in providing services such as

suggestion box, questionnaires, etc.

3.6 Services are provided in a friendly atmosphere

3.7 Cleanliness of the service area

3.8 Suitability of the location in displaying NEDA's information

4. Public Relations of NEDA

Satisfaction Levels

4.1 Information on the operations of NEDA is published through various media

channels

4.1.1 Print media




4.1.2 Radio broadcast 5 4 3 2 1 0
4.1.3 Television 5 4 3 2 1 0
4.1.4 Internet 5 4 3 2 1 0
4.2 The coverage of NEDA's information through various media 5 4 3 2 1 0

4.3 Access to information of NEDA

4.3.1 NEDA'’s information published on the website is reliable and up-to-date 5 4 3 2 1 0

4.3.2 The Appearance of the website 5 4 3 2 1 0

4.3.3 Information published on Social Media channels such as Facebook is

reliable and up-to-date

4.3.4 The ease and speed of access to NEDA's information 5 4 3 2 1 0

Section 2: Comments / other suggestion

2.1 Strength of NEDA in providing service

2.3 Suggestions for service improvement

2.3.1 Suggestions for improvement of Financial and Technical Assistance procedure




2.3.3 Suggestions for improvement of public relations

Section 3: General Information of respondents

Please mark v in the bracket () in front of answers.

3.1 Gender (1) Male (2) Female
3.2 Age (1) 20-29 years(2) 30-39 years  (3) 40-49 years (4) 50-59 years (5) 60 years and above
3.3 Education (1) Below Bachelor’s degree (2) Bachelor's degree or equivalent
(3) Master's degree or equivalent (4) Ph.D. (5) Other, please SPeCify ........ccccevvveveiiiiiiiinnnn,
3.4 Current work status (1) government officer / employee of state enterprise (2) Private enterprise employee
(3) Self-employed  (4) Farmer (5) Workman (6) Student (7) Housewife  (8) Retiree
(9) Unemployed (10) Other, please SPECIfY........ccciviiiivieiiiiiecee e
3.5 Country
(1) Thailand (2) Laos (3) Cambodia
(4) Myanmar (5) Vietnam (6) Bhutan
(7) Timor —Leste (8) Sri Lanka

3.6 Services Experienced from NEDA
(1) Lessthan 1 year (2) 1-3 years of service (3) 4-5 years of service

(4) More than 5 years of service

Thank you for your kind cooperation.
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Survey #2
The Satisfaction of Clients of the Neighbouring Countries Economic Development Cooperation Agency
(Public Organization) (NEDA) for 2017 Fiscal Year
(The Clients in the NEDA'’s Project area in Neighbouring Countries/
CSR activities area organized by NEDA)
Country: (1) Lao PDR

(2) Other, PIEASE SPECIY. ... ittt ettt

Neighbouring Countries Economic Development Cooperation Agency (Public Organization) (NEDA) has appointed
Faculty of Communication Arts , Chulalongkorn University, to be its consultant in conducting satisfactory survey of the
users towards the service quality provided by NEDA during 2017 fiscal year; and also to study, analyze as well as

reporting the survey results on the satisfaction of service. Your kind cooperation in this survey is requested.

Section 1: Satisfaction with the quality of service in various aspects
1.1 How satisfied are you with the quality of service in the following aspects?
5 = very satisfied 4 = satisfied 3 = moderately satisfied

2 = dissatisfied 1 = very dissatisfied 0 = Unable to assess

Please mark v in the box that most matches your comments

1. Ability in implementing the main task of NEDA Satisfaction Levels

1.1 Satisfaction with the existence of the project 5 4 3 2 1 0
1.2 Satisfaction with the implementation of the project 5 4 3 2 1 0
1.3 Direct benefits to the livelihood when the project is completed 5 4 3 2 1 0

1.4 Protection of the people in the area which may be affected by the project

(such as dust, noise, accidents, etc.)

2. Public relations on the implementation of NEDA'’s projects Satisfaction Levels

2.1 The agencies and contractors responsible for the project has clarified and

informed the stakeholders about the project implementation

2.2 NEDA has adequately and continuously carried out public relations campaign

on the project

2.3 From which channel you have received the information on the project

implementation and what is your satisfactory level

2.3.1 Announcement/ Notification of agencies that implemented the project

O Not received O Received (please give satisfaction rating)




2.3.2 Contractors / consultants

O Not received O Received (please give satisfaction rating)

2.3.3 Media (prints, radio, television, internet)

O Not received O Received (please give satisfaction rating)

2.3.4 Others, please SPECITY ......coiiiiiiieeiii e

(please give satisfaction rating)

3. The Corporate Social Responsibility (CSR) activities organized by NEDA Satisfaction Levels

3.1 Satisfaction with CSR activities organized by NEDA which support social

development and improve quality of life

3.2 CSR activities organized by NEDA are appropriate to local people 5 4 3 2 1 0

3.3 People in the area have benefited from CSR activities organized by NEDA 5 4 3 2 1 0

Section 2: Comments / other suggestion

2.1Suggestion for improvement

2.1Suggestions to improve publicity and dissemination of project information to the people in the project area.




2.4 Other suggestions

Section 3: General Information of respondents

Please mark v in the bracket () in front of answers.

3.1 Gender (1) Male (2) Female
3.2 Age (1) 20-29 years (2) 30-39 years (3) 40-49 years (4) 50-59 years (5) 60 years and above
3.3 Education (1) Below Bachelor’'s degree (2) Bachelor's degree or equivalent

(3) Master's degree or equivalent (4) Ph.D. (5) Other, please SPECITY ....cocivveiceiiicceeceee e,

3.4 Current work status (1) government officer / employee of state enterprise (2) Private enterprise employee
(3) Self-employed  (4) Farmer (5) Workman (6) Student (7) Housewife (8) Retiree
(9) Unemployed (10) Other, please SPECHY.......cciviiiiciiciece e

3.5 Type of Service received from NEDA : (Choose only one)

(1) Water Supply Construction Project for Five Districts.

(?) Hongsa District — Ban Chiangman (Chomphet District , Luang Prabang Province) Road Construction Project.
3.6 Did you know that the project / CSR activities have been assisted by Neighbouring Countries Economic Development

Cooperation Agency (Public Organization) (NEDA) from Thailand?

(1) Yes () No

Thank you for your kind cooperation.






