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THE DEVELOPMENT OF A RESEARCH TOOL FOR ANALYZING THE
STATUS OF THE CHUMPHONBUREE MUNICIPALITY SURIN PROVINCE
THAILAND

PHIYAPHONG PRAJUBBOON 5037854 SHPA/M
M.A. (PUBLIC ADMINISTRATION)

THESIS ADVISORY COMMITTEE: SIRIRAT CHOONHAKHLAI, Ph.D.,
SIRIPORN YAMNIL, Ph.D.,BHUSITA INTARAPRASONG, Ph.D.

ABSTRACT

The objectives of this research were to develop an organizational status
analysis tool to evaluate the status of Chumphonburi Sub-district Municipality,
Chumphonburi District, Surin Province Thailand, to answer gquestions on municipal
status according to study objective. The tool was developed to analyze the
organizational status which was the criteria for the Management Quality Award
(PMQA), which was comprised of seven components: (1) organizational leadership,
(2) strategic planning, (3) attaching importance on to service receivers and
stakeholders, (4) measurement, analysis, and knowledge management, (5) focusing on
human resources, (6) process management, and (7) performance results. Five experts
used the Delphi technique to develop this tool. After that, this tool was used to
evaluate the status of Chumphonburi Sub-district Municipality.

The research results were as follows : management status of
Chumphonburi Sub-district Municipality was at a high level in every aspect. The
municipality had the highest status on to organizational leadership (x = 3.72),
followed by strategic planning and attaching importance on service receivers (x =
3.70), process management (x = 3.65), performance results (x = 33.60), measurement,
analysis, and knowledge management (x = 33.59), and focusing on human resources
(x =3.55).

KEY WORDS: ORGANIZATION ANALYZING / ORGANIZATION
ASSESSMENT / DEVELOPMENT RESEARCH TOOL FOR

ANALYZING THE STATUS OF ORGANIZATION /
QUALUTY AWARD / CHUMPHONBUREE MUNICIPALITY
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THE DEVELOPMENT OF A RESEARCH TOOL FOR ANALYZING THE STATUS
OF CHUMPHONBUREE MUNICIPALLITY SURIN PROVICE THAILAND

PHIYAPHONG PRAJUBBOON 5037854 SHPA/M

M.A. (PUBLIC ADMINISTRATION)

THESIS ADVISORY COMMITTEE: SIRIRAT CHOONHAKHLAI, Ph.D.,
SIRIPORN YAMNIL, Ph.D., BHUSITA INTARAPRASONG, Ph.D.

EXTENDED SUMMARY

1. Introduction

Globalization challenges survival and success of private organizations and
state organizations because it causes negative and positive impacts. If any
organizations are able to adjust to the globalization, various working problems will
decrease and they have more chances to achieve success. On the contrary, if any
organizations are not able to adjust to the globalization, various problems unavoidably
occur. When the globalization becomes both crisis and chances, it is necessary for all
state organizations including local administrative organizations considered as the
important basis for country development to adjust to environments by trying to find
and apply new guidelines, models, and tools to develop their organizations for
sustainable existence.

As for adjustment to such trend, the state sector reformed bureaucracy to be
consistent with such environments under the Royal Decree on Criteria and Procedures
for Good Governance, B.E. 2546 (2003). Office of the Public Sector Development
Commission imposed Thai public sector development strategy (2003 — 2007) by
imposing changes in working process and procedures to upgrade working capability
and standard of state agencies to be equal to international standard based on good

governance. It aimed to create benefits to people, achievement of state mission,
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worthiness of state mission and reduce unnecessary working steps. People were given
convenience and their need was met. And performance was always evaluated.

Public management to achieve such goals has to be done under acceptable
Performance and Working Process Evaluation Criteria. Therefore, Office of the
Public Sector Development Commission in cooperation with Thailand Productivity
Institute had implemented the study project to upgrade public sector development
standard. It aimed to study and develop public sector management system quality
according to good governance. And it imposed public sector management quality
criteria by using guidelines which were as efficient as international management.
National Quality Award Criteria are internationally accepted guidelines which can
effectively evaluate strong points and improvement chances of working process and
performance of various organizations.

The organizational status was evaluated by the criteria of Public Sector
Management Quality Award (PMQA) with a basis from Thailand Quality Award
(TQA) and The Malcolm Baldrige National Quality Award of the United States of
America (MBNQA) imposed by collection of data from the organizations with the
world excellent management in order to make state agencies achieve such goals.
Office of Public Sector Development Commission ordered departments and provinces
to use such criteria to evaluate themselves so that they could know their defects and
impose clear methods and goals of making operation plans to improve the
organization. State agencies can use the criteria of the Public Sector Management
Quality Award to more efficiently manage output and service to service receivers and
stakeholders. This is to respond to goals of the Royal Decree on Good Governance,
B.E. 2546 (2003). State agencies with excellent management have good image so they
gain popularity from service receivers and stakeholders. Moreover, they have chances
to encourage and support development of capability of other state agencies by
presenting practice example leading to success and allowing state agencies to
communicate and exchange best practices so that other state agencies can successfully
apply such practices. Chumphonburi Sub-district Municipality, Chumphonburi
District, Surin Province was established by the Notification of Interior Ministry on 18

July 1956. Formerly, it was Chumphonburi Public Health Department which has been
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changed as Chumphonburi Sub-district Municipality on 25 May B.E. 25422 (1999)
according to Local Administrative Organizations’ Decentralization Steps and Plans
Imposing Act. B.E. 2542 (1999). Chumphonburi Sub-district Municipality has to
provide services to people residing in Chumphonburi Sub-district which is a urban
community and it has difficulty in providing services so a lot of local people receive
impacts. Therefore, it is necessary to develop and adjust to challenging environments
so that the organization can exist with quality and develop community to have more
progress. Development of the criteria of Public Sector Management Quality Award
(PMQA) with a basis from Thailand Quality Award (TQA) and The Malcolm Baldrige
National Quality Award (MBNQA) to adjust various indicator criteria to context of
local administrative organizations for use in evaluating status of Chumphonburi Sub-
district Municipality is a method which can indicate real status of Chumphonburi Sub-
district Municipality in each aspect. Chumphonburi Sub-district Municipality can use
the results of evaluating the status of Chumphonburi Sub-district Municipality as a
guideline to develop agency management quality to be equal to international standard
and it can use such results as guideline framework to evaluate itself and agency
management monitoring and evaluation norm.
1.1 Research objectives

1. To develop the tool used in analyzing the status of Chumphonburi
Sub-district Municipality, Chumphonburi District, Surin Province.

2. To evaluate the status of Chumphonburi Sub-district Municipality,

Chumphonburi District, Surin Province.

1.2 Benefits
1. To receive the tool suitable for analysis of Chumphonburi Sub-
district Municipality.
2. To be able to correctly and suitably impose direction and goals of
developing Chumphonburi Sub-district Municipality.

2 3- Year Development Plan, Chumphonburi Sub-district Municipality, B.E. 2551-2553, Page 4
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2. Concept on important variables of the research

As for the research on Development of Tool used in Analyzing Status of
Chumphonburi Sub-district Municipality according to the Concept of Public Sector
Management Quality Award (PMQA), the researcher studied concepts, theories, and
researches on evaluation of organizational status with important contents as follows;

Concept on organizational management quality development

The concept on organizational management quality development is a
guideline of developing the organization to have working potential suitable for
environments. Worldwide organizations use such concept as a guideline to develop the
organizations to have efficiency because efficiency indicates high performance. The
concept on public sector management quality development occurred in 1951. During
this period, Japan was defeated in World War I, causing economy slowdown,
inability to trade with other countries, and low quality products. Edward Deming, an
American used quality system in factories in Japan to develop quality to be able to
compete with other countries. Success of using the quality system brought about
quality award of Japan called Deming Prize. After that, various countries were
enthusiastic to use Japanese quality system. In 1984, Canada gave Canada Award but
it was not widely known. In 1987, The United States of America used the concept on
quality system and found that quality organizations would have some similar
components. Malcolm Baldrige National Quality Award (MBNQA) which was the
quality award system used by the United States of America created considerable
success and is famous worldwide. Moreover, other countries widely using the quality
system were Australia, Singapore, and European Unions. Initially, the quality system
was used by private businesses only. The United States of America was the first
country which attached importance on quality system in the public organizations and
initially used such system on education and public health until it achieved success
(http://gis.mot.go.th/motfgds/doc/pmga/pmaa.pdf).

Initially, Thailand initially used management quality criteria in the private
business sector by applying techniques and process of MBNQA of the Unite States of
America. In 2001, Thailand Productivity Institute gave Thailand Quality Award
(TQA) to the private business sector. Public Sector Management Quality Award
(PMQA) is used in the public sector. Office of Public Sector Development



a L4 4 @
Yoznad szaruymy unagUuuuanysalnpISIngy / 156

Commission in cooperation with Thailand Productivity Institute improved
international criteria as the public sector management quality award criteria. State
organizations receiving PMQA are able to develop quality for TQA or MBNQA of the
United States of America. PMQA quality criteria upgrade organizational working to
be consistent with the Royal Decree on Criteria and Procedures for Good Governance.
B.E. 2546 and bring about development of organization for excellence.
(www.prachinonline.com/learn/learnnuke/courses/\VVC0002/pmga.doc)

Concepts used in evaluation of organizational status

There were several concepts used in analyzing the organizational status.
As for this research, the researcher used the concept with components similar and
suitable for context of local administrative organizations, which was framework under
the criteria of Public Sector Management Quality Award (PMQA) with details of

components and indicators as follows;

Criterion 1. Organizational leading is to create strong leaders without
attaching importance on a certain person only. Executives always interact with all
important stakeholders. They create organizational culture which makes the organization
meet the required value. And they use organizational performance review results to
help plan and make decision.

Criterion 2. Strategic planning is to analyze working environments by
using SWOT. It takes 1-2 months to plan annual working and long term plans.
Planning process focuses on strategic thinking not document preparation. Vision and
mission are clearly imposed. Factors of success, goals, and objectives are specified.
Goals are linked with need of stakeholders. There are strategies of competition and
evaluation of organization strong points and weak points. Organizational success
factors are specified. Measurable goals are set for performance measurement. Strategy
and operation plans are clearly defined to achieve organizational goals. Work plans are
communicated with all levels of officials to understand roles which must be performed
according to work plans. There is quick response in changing goals and strategy
when working environments change.

Criterion 3. Attaching importance on service receivers and stakeholders
is to clearly divide stakeholder groups, use several methods to stipulate need of
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stakeholders and sequence importance, continuously evaluate and improve consideration
of stakeholders’ need, do a research to stipulate stakeholders’ future need, select the
cleverest persons to contact with stakeholders by giving remuneration, training, and
decision-making power, impose measurable service provision standard, measure
performance, provide stakeholders with diversified and convenient contact channels,
follow up and quickly solve all complaints, compile all data related to stakeholders at
the center so that everybody is able to use such data and stimulate improvement,
compare stakeholders’ satisfaction and dissatisfaction, focus on measurement of value
and loyalty of stakeholders as well as measurement of satisfaction and dissatisfaction,
use systematical methods to create loyalty to stakeholders valuable to the organization.

Criterion 4. Measurement, analysis, and knowledge management is as
follows; Indicators link with organizational mission and strategy. Number of
indicators reviewed by executives or managers should not exceed 20 indicators.
Balance among perspective of all indicators collected and reviewed is created.
Importance of competition information is attached. Relation between indicators which
are causes and effects are created. Success indicator is focused as well as performance
indicator. Modern performance data are always communicated by using graph and
presentation model which are easily understood throughout the organization. Software
generally sold is used or suitably designed according to organizational need. Internal
communication system is used via electronic media to communicate information on
performance to information users in the suitable time. Standard for data collection
method and report making is made to make sure that those data are correct.
Hardware and software used for data collection, result report, and analysis are always
evaluated and improved.

Criterion 5. Focusing on human resources is to design officials’ work
and duties to encourage cooperation, initiative, and behaviors consistent with
organizational values and culture, praise and suitably manage remuneration to help
stimulate officials’ loyalty and good performance, make new officials comply with
organizational cultures, have systematic management and clear objectives, make the
training plans by using information on officials’ need, analyze training remuneration,
evaluate after the training on a basis of training participants and improve the training,

focus on making officials have happiness rather than satisfaction, provide officials
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with how to take care of their health and safety, collect data on satisfaction of all
levels of officials, create balance between quality of working life and family life.

Criterion 6. Process management is to analyze current need of service
receivers and stakeholders and future goals, impose indicators of management process
and basic need of service receivers and stakeholders, find guidelines to improve active
process, compare with other organizations with excellence on service and management
process, follow up and control process, manage relation with other organizations, and
have support process according to state guidelines.

Criterion 7. Performance results are divided into four-dimension
evaluation according to certification of official duty performance: effectiveness,
quality, efficiency, and organizational development. There are data on satisfaction and
dissatisfaction of service receivers and stakeholders. There is satisfaction level of
service receivers and stakeholders. Decrease in data can be clearly and reasonably
explained. There is linkage to indicate reasonability of improvements and
performance. Performance not achieving the goals have to be analyzed and corrected.

Linkage of seven criteria was shown in Chart 10
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Concepts to develop the organizational status analysis tool

The researcher used Delphi Technique to develop the organizational status
analysis tool. Meaning and process of Delphi Technique are as follows;

Meaning of Delphi Technique

Johnson (1993: 982) defined that Delphi Technique is a technique of
compiling consideration of decision making to overcome weak point of original
decision making which has to depend on a specific expert’s opinion or opinion of
group or resolution of the meeting.

Jensen (1996: 857) defined that Delphi Technique is a project of making
details to ask people with questionnaires in order to receive data and opinion by
aiming to compile consideration of decision making and create unity related to future
possibility.

In conclusion, Delphi Technique is a process or tool used in systematically
making decision or summarizing a certain issue without face-to-face meeting of
experts by compiling and asking opinion of experts.

Characteristics of Delphi Technique

1. Delphi Technique aims to find information from experts’ opinion on a
certain issue by answer to the questionnaires. Therefore, experts have to answer
questionnaires determined in each step by the researcher. Experts with knowledge and
expertise in the studied issue can correctly and accurately answer or make decision.

2. Each expert participating in doing the research does not know that who
expresses opinion and does not know each expert’s opinion on each article. This is to
eliminate group influence which affects self- opinion.

3. Data are obtained from questionnaires or other models without face-to-
face meeting of experts. Experts have to completely answer questionnaires in every
step. For correct and reliable opinion, it is necessary to use questionnaires several
times. Generally, the questionnaire in Round 1 is open-ended questionnaire. After
that, close-ended questionnaire with rating scale is used in the next round.

4. To enable each expert to carefully answer the questionnaires, the
researcher indicated experts’ similar opinion in answers of each article of the

questionnaire in statistics such as mean and interquartile range. Then, the researcher
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sent each expert the questionnaires to consider that whether he wanted to change
answers.

5. Statistics used in analysis were initial statistics which were measures of
central tendency, which comprised Mode, Median, Mean and measures of data

dispersion which was Interquartile Range.

Delphi Technique’s research steps are as follows;

1. Determine problems which will be studied. Problems to be studied
by Delphi Technique should have yet to have correct answers and can be studied by
judgment of experts in that field. Problems should lead to policy planning or forecast
in the future.

2. Select experts. This step is very important because specific
characteristic of Delphi Technique research is to use opinion derived from experts’
answer. Reliable research results depend on capability of selected experts to give
reliable data. Therefore, researchers have to think of the following factors to select
experts: experts’ capability, experts’ cooperation, number of experts, and expert
selection procedures.

3. Create the questionnaires. According to research process by Delphi
Technique, experts have to answer the questionnaires for four rounds as follows;

3.1 Create the questionnaire for Round 1. Generally, the first
questionnaire is the open-ended questionnaire which widely asks to cover the studied
problems and to compile experts’ opinion by post to give convenience to experts. The
questionnaire has to be returned within two weeks. If any experts do not return the
questionnaire, researchers should ask experts to return the questionnaire. As for
analysis of questionnaire answers for Round 1, researchers have to compile,
elaborately analyze, and synthesize opinion as the issues by removing repetitive data
for creation of questionnaire in the next round.

3.2 Create the questionnaire for Round 2. Answers analyzed in
the first round are used to create as the questionnaire with five-level rating scale so
that each expert can attach importance on each article and give reasons on agreement
or disagreement of each article in the blank at the end of sentence. Experts can correct

the questionnaire and give more recommendations. The researchers have to send this
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questionnaire to original experts and facilitate returning by post like the first round.
As for analysis of answers derived from the questionnaire for Round 2, answers of
each article are used to find Median, Mode, and Interquartile Range.

3.3 Analysis of the questionnaire in Round 3. Answers of each
article derived from analysis in Round 2 are used to consider interquartile range. If
interquartile range is narrow, the analyzed answers indicate similar opinion of experts.
If the researchers obtain enough data, they may summarize the research results in this
round. If interquartile range is wide (having considerable value), the analyzed answers
indicate different opinion of experts. Then, the researchers may create new
questionnaire as the questionnaire in Round 3 by having the same messages as the
questionnaire in Round 2 but increasing position of Median, interquartile range, and
marks indicating positions which those experts answer in the questionnaire in Round
2. Then, the researchers have to send the questionnaire to those experts to affirm old
answers or change answers.

3.4 Analysis of the questionnaire in Round 4. The researchers
have to follow the same steps or procedures as Round 3. If analysis results show
consistent answers, interquartile range is narrow. Then, the research process can end.
If all answers are different, the researchers have to create new questionnaire as the
questionnaire in Round 4 by having the same messages as the questionnaire in Round
3 by using the same method again. Generally, Delphi research mostly receives
research results summary from the questionnaire in Round 3. If the research is done in

Round 4, the summary is similar to the Round 3.

Tools used in Delphi Technique

As for Delphi Technique, questionnaire is used as an important tool to
collect data. There are two models of questionnaire: open-ended questionnaire and
close-ended questionnaire with rating scale (Five-level rating scale is generally used.).
As for Delphi Technique developed from the original model, the open-ended
questionnaire is used to collect data in Round 1. The close-ended questionnaire is
used in the next round. Data collection in Round 1 by using the open-ended
questionnaire aims to compile wide opinion of experts. The questionnaire in Round 2

is developed from answers of the questionnaire in Round 1 by synthesizing and
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creating all opinions of experts as the open-ended questionnaire with rating scale
which has to be sent to experts to sequence importance or forecast trend of each
article. As for creation of the questionnaire in Round 3, answers of each article derived
from the questionnaire in Round 2 are brought to calculate statistical value. The issue
which has to be considered to create the questionnaire is to select statistics used as
feedback such as Median, Mode, and Interquartile Range or Frequency, Percentage.
Giving feedback in the Delphi Process aims to make experts perceive expert group’s
opinion on message of each article. This feedback is presented with statistics which
comprise two groups of data as follows; Group 1 comprises two parts of statistics.
The first statistics which indicate opinion of experts are Mean, Median, Mode, or
Percentage to show idea of most people. The second statistics indicate dispersion of
experts’ opinion to show consistence level of experts’ idea. Statistics frequently found
are standard deviation, quartile deviation or frequency or percentage in each answer
group. Group 2 is figures which show answers of experts in the previous round to

compare consistency or difference of each expert’s opinion and group’s opinion.

3. Research methodology

As for research methodology, the researcher analyzed contents with the
criteria on Public Sector Management Quality Award to create questions for experts to
express opinion in the first time so that the researcher could obtain question articles
from experts in the first time. After that, the researcher analyzed experts’ questions in
the first time to create as questions in Step 2 by analyzing results of asking experts in
Round 1 and synthesizing as the questionnaire with five-level rating scale: Most
Suitable, Considerably Suitable, Moderately Suitable, Slightly Suitable, and Least
Suitable to create the questionnaire in Round 3. The questionnaire in Round 3 is the
questionnaire with five-level rating scale and the same messages as the questionnaire
in Round 2. The researcher statistically analyzed results of scoring the organizational
status evaluation tool by experts to find consistency value among questions until the
researcher could obtain the tool used in evaluating the status of Chumphonburi Sub-
district Municipality. After that, the researcher tested the created and corrected
questionnaire with 30 employees who were not the sample group to find reliability.
The researcher tried out the questionnaire with officials of other local administrative
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organization. After receiving the completed questionnaire, the researcher used
Coefficient Alpha Cronbach Method to test reliability of questionnaire data. The
questionnaire reliability was 0.87 which showed that the questionnaire was reliable.
Reliability according to Cronbach Method has to be over 0.70. The researcher used
SPSS for Windows (Statistical Package for the Social Sciences for Windows).
Statistics used for data analysis were Descriptive Statistics such as Percentage and
Mean to present model, explanation, and tables. After that, the researcher used the
perfect questionnaire to ask personnel working in Chumphonburi Sub-district
Municipality. The questionnaire was divided into three parts as follows; Part 1 was
questionnaire on general information of respondents. Part 2 was the questionnaire on
opinion level on status of Chumphonburi Sub-district Municipality. Part 3 was the
questionnaire on other opinion or recommendations of respondents. There were 83
close-ended questions and 3 open-ended questions on organizational status with seven
components comprising 1) organizational leading, 2) strategic planning, 3) attaching
importance on service receivers and stakeholders, 4) measurement, analysis, and
knowledge management, 5) focusing on human resources, 6) process management,

7) performance results.

4. Research results and discussion

Results of analyzing data on development of the tool used in analyzing the
status of Chumphonburi Sub-district Municipality according to the concept on Public
Sector Management Quality Award could be analyzed according to the research
objectives as follows;

4.1 To develop the tool used in analyzing the status of Chumphonburi
Sub-district Municipality according to the concept on Public Sector Management
Quality Award.

1) To develop the tool used in analyzing the status of Chumphonburi
Sub-district Municipality, Chumphonburi District, Surin Province according to the
concept on Public Sector Management Quality Award.

As for development of the tool used in analyzing the organizational
status, the researcher reviewed related literatures and created as questions. According

to examination and recommendations of experts, the researcher found that experts had
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similar opinion on the questions as follows, As for Round 1, experts thought that the
questions were moderately suitable (x 3.11). After that, the researcher corrected
questions according to scores of each question and experts’ more recommendation.
Then, the researcher created the questions in Round 2 so that experts could examine
and give recommendations. In Round 2, experts had similar opinion that the questions
were considerably suitable (x 4.02). After that, the researcher corrected the questions
according to scores of each question article and experts’ more recommendation. Then,
the researcher created the questions in Round 3. As for Round 3, experts had similar
opinion that the questions were most suitable (x 5.00). Experts did not correct or
adjust the questionnaire so the researcher obtained the tool with question guide which
could measure the target group. Experts had consistent understanding of the
questionnaire contents as shown in the research results on leadership, strategic
planning, focusing on service receivers, information and analysis, focusing on human
resources, working process management, and performance results.

Research results on evaluation of the status of Chumphonburi Sub-district
Municipality were as follows;

Results of evaluating the working status of Chumphonburi Sub-district
Municipality in every aspect according to the created questionnaire were in the high
level with high mean (x 3.64). As for each aspect, the researcher found that

As for organizational leading, the researcher found that senior executives
had good characteristics. They were acceptable to subordinates in the high level with
the mean of 3.72. Senior executives of Chumphonburi Sub-district Municipality
created the policy to bring about learning in the agency. They clearly imposed agency
management goals and direction. They created the policy to bring about dispersion of
decision making power in the agency. They created the policy to bring about creation
of innovation and creative work in the agency. They were responsible for financial
implementation and protection of national benefits. They continuously reviewed
performance and improved working by using performance review. Moreover,
executives implemented various projects by attaching importance on the issue which
might impact on the society. They determined indicators and measures to prevent risk
which might occur in the organization and the society by determining the working

procedures in the community focusing on participation of several parties. They
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performed duties which created strength to the community. They made personnel
comply with law and ethics to stakeholders. And they determined transparent working
procedures which could be examined. After additional asking or use of open-ended
questionnaire, the researcher found that senior executives, especially leaders of
Chumphonburi Sub-district Municipality had high leadership. They well behaved and
were respected by their subordinates. They dispersed management power to chief of
each division to fully work under the agency regulations. This created more efficient
management. Moreover, senior executives well interacted with officials and senior
executives in Chumphonburi District such as Chumphonburi District Officer, Police
Station Chief, Director of Chumphon Witthayasan School, Director of Chumphonburi
District Hospital, Mayor, Chairman of other Sub-district Administrative Organization.
This made Chumphonburi Sub-district Municipality efficiently do various activities
and projects according to the specified goals.

As for strategic planning, the researcher found that management status of
Chumphonburi Sub-district Municipality was in the high level with the mean of 3.70.
Chumphonburi Sub-district Municipality made the strategic plans with systematic
process such as holding referendum in the area, allowing personnel to participate in
strategic planning. It had strategic issues and strategic goals consistent with
government policy. It sequenced importance of work plans and projects. It
considerably attached importance on balanced benefits of agency stakeholders.
Various projects specified in operation plans had success indicators which could be
used and done according to the issues specified in the strategic plans. Moreover, it
allocated resources for the projects specified in the strategic plans. It adjusted the
operation plans which could respond to agency changes. Personnel plan was
consistent with official operation plan. Its performance was consistent with plans
derived from comparing with past performance and/or comparing with other better
organizations.  After additional asking or use of open-ended questionnaire, the
researcher found that the process of making the strategic plan of Chumphonburi Sub-
district Municipality covered every issue and was adjusted to keep up with the
situation. The strategic planning process attached importance on service receivers and
stakeholders such as holding referendum in the community or analyzing basic

necessity data (Jor Por Thor) and village basic data (Gor Chor Chor 2 Khor)and
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making the plans. Moreover, the municipality made public relations on the strategic
plans to people through its website. Therefore this factor had high mean.

As for attaching importance on stakeholders, the researcher found that
management status of Chumphonburi Sub-district Municipality was in the high level
with the mean of 3.70. Chumphonburi Sub-district Municipality determined and
divided present service receivers and future service receivers. Then, it surveyed need
and expectation of service receivers and used the service receivers’ need survey results
to plan working. Moreover, the municipality developed new services. For example, it
used the service receivers’ need survey results to improve and develop working
process to create relation with service receivers. It determined mechanism and the
responsible for procuring data on application for receiving services or complaint of
service receivers so that the municipality could determine suitable service provision
procedures to make sure that personnel complied with the complaint managing process
and the complaints were solved. Moreover, the municipality improved relation
creating guidelines and modern contact channels of service receivers. It surveyed need
of service receivers by holding referendum. Officials gave convenience to service
receivers at the public relations area. It had website linking between the agency and
service receivers. Moreover, it provided a box of opinion and recommendations on
municipal services. Therefore, the municipal status was evaluated in the high level.

As for measurement, analysis, and knowledge management in the
organization, the researcher found that management status of Chumphonburi Sub-
district Municipality was in the high level. The municipality selected and compiled
data and information necessary to working. It stored data and information which
could support management decision making to make database for the benefit of
performance evaluation. As for data analysis, the municipality academically analyzed
data for use in strategic planning. Moreover, it informed personnel about analysis
results for the benefit of working. As for data availability, the researcher found that
the information of the municipality was available and easily accessible. But
information equipment which were reliable, safe, and easily used had to be developed
because its management status was in the moderate level with the mean of 3.31. As
for knowledge management in the agency, the researcher found that the municipality

did knowledge management in the agency. For example, it had data searching source
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and stage to transfer knowledge to personnel on communication of data and
information. It organized the training and invited knowledgeable people to give lecture
for personnel to have more knowledge. After additional asking or use of open-ended
questionnaire, the researcher found that management status of Chumphonburi Sub-
district Municipality was in the high level because Chumphonburi Sub-district
Municipality made database beneficial to management in various aspects. For
example, the municipality collected data from the municipal villages and published as
books. It yearly collected basic necessity data (Jor Por Thor) and village basic data
(Gor Chor Chor 2 Khor). Various data were entered in computer program which was
easily accessible and beneficial to academic analysis of data for use in strategic
planning. Moreover, it informed personnel about analysis results for benefits of
working.

As for focusing on human resources, the researcher found that
management status of Chumphonburi Sub-district Municipality was in the high level
with the mean of 3.55. As for this aspect, some issues had good management status
while some issues had to be developed. This meant that Chumphonburi Sub-district
Municipality analyzed organizational structures according to missions specified in the
strategic plans in the high level but it had to develop organization structure and
working system according to organizational analysis results because its status was in
the moderate level with the mean of 3.34. As for arrangement of manpower according
to manpower plan consistent with analysis results, management of Chumphonburi
Sub-district Municipality was good but preparation of orientation to introduce good
cultures of the agency had to be provided because the study found that the status of
this aspect was in the moderate level with the mean of 3.38. Moreover, the researcher
found that Chumphonburi Sub-district Municipality informed personnel about agency
values and policy culture by imposing personnel’s performance evaluation system and
imposing system and the responsible for agency performance evaluation. But
Chumphonburi Sub-district Municipality had to develop report of working evaluation
results to personnel. It developed and improved work and praised. It gave agency
personnel rewards and motivation. The researcher found that status of this aspect was
in the moderate level with the mean of 3.37. After additional asking and use of the

open-ended questionnaire, the researcher found that, as for personnel management,
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Chumphonburi Sub-district Municipality had clear management structures by dividing
work into work division for more efficient working. As for personnel training and
development, Chumphonburi Sub-district Municipality always sent personnel to
participate in the training with other agencies. Most trainings were operation trainings
such as training in elders’ allowance, training in basic necessity data collection.
Moreover, the municipality provided personnel with study tour to develop the agency.
Therefore, the status on human resources was in the high level. As for the problem of
sending personnel for further study, the municipality lacked budget on this aspect.
Moreover, it determined work characteristics and skills of each position by using
procedures of recruitment and retaining personnel according to work position. It
prepared personnel to take important positions by making plans of creating job
progress for personnel to survey personnel’s need for development and
implementation under agency need. It encouraged use of new knowledge and skills,
motivated personnel to develop themselves and fully use potential, encouraged
hygiene, safety, and prevention of danger in the agency, improved the buildings for
procurement and provision of welfare service to personnel, determined indicators
which created working satisfaction, and sequenced importance of personnel’s
satisfaction evaluation results for work improvement.

As for process management, the researcher found that management status
of Chumphonburi Sub-district Municipality was in the high level with the mean of
3.65. The municipality improved the working system and process which satisfied
service receivers. For example, it analyzed and designed working route which could
solve the problem on service receivers’ complaint. Moreover, it brought analysis
results on newly designed working process into practice. Therefore, results of
complying with new practice guidelines helped reduce expenditures, mistakes,
repetitive working, and loss. Moreover, the municipality disseminated and exchanged
lessons derived from new practice guidelines within and between agencies. After
additional asking or use of open-ended questionnaire, the researcher found that the
municipality improved working procedures to be consistent with present situation by
recording mistakes of working in each activity to support implementation in the next

fiscal year.
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As for performance results, the researcher found that management status
of Chumphonburi Sub-district Municipality was in the high level with the mean of
3.60. Performance of Chumphonburi Sub-district Municipality was consistent with
indicators of success according to agency strategy, which could be observed from
survey results which indicated satisfaction of service receivers and stakeholders and
values of organization under perspective of service receivers and stakeholders. And
the survey results indicated reliability of service receivers toward agency leaders on
performance under executives’ perspective on work scope, work size, and more
service providing categories. Moreover, performance of Chumphonburi Sub-district
Municipality created values to the agency and community. But some issues had to be
developed. For example, performance conforming to budget and finance allocated and
compliance with rules, regulation, and law had to be developed because the study
found that management status on this aspect was in the moderate level with the mean
of 3.45.

5. Recommendations on use of research results.

5.1 Use of the tool for organizational evaluation

After developing the organizational status evaluation tool, the researcher
obtained the efficient tool for organizational evaluation. The researcher thought that
Chumphonburi Sub-district Municipality or other local administrative organizations
should use the tool derived from this research to evaluate their organizational status so
that they can know their real status: weak point, strong point of the organization or
external environments which impact on the organization.

5.2 Use of organizational status evaluation results

The research results were as follows; Management status of Chumphonburi
Sub-district Municipality was in the high level. However, the agency should develop
and retain working quality. Therefore, the researcher would like to give
recommendations on agency development guidelines to create satisfaction to agency
personnel and service receivers as follows;

1) Chumphonburi Sub-district Municipality should make working

manuals of each position because it has strong point in several aspects and is suitable
to be the best practice model for other sub-district municipalities.
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2) Chumphonburi Sub-district Municipality should continuously
find the subsidy for development of human resources. The researcher found that
although the management status of Chumphonburi Sub-district Municipality  on
human resources was in the high level, its management status was least high when
compared with other aspects due to several factors. For example, the municipality
continuously lacked budget on development of human resources such as budget for
further study, budget on giving reward or motivating personnel to fully perform duties.
Therefore, the municipality should establish Fund for personnel development, give
reward, and have positive discipline system for agency personnel to increase potential,
creating efficient work according to the specified goals.

Moreover, the researcher found that a problem of this organization is that
as there is frequent change in officials, there is frequent work instruction and late

implementation. Therefore, making work manuals is very useful.

3) Chumphonburi  Sub-district  Municipality should organize
activities or gather people group in the area. The researcher found that the
municipality is situated in Chumphonburi District where people groups can be divided
into 4 occupational groups: traders, business owners, officials living and working in
the district, agricultural group. As several groups live together, there are different
problems. For example, if there is policy focusing on provision of services to
agriculture, the remaining groups will not receive benefits. Moreover, it is difficult to
gather every group together. This makes people lack cooperation in solving problems
of the community. As for such problems, the municipality should have ways to create
unity in the community such as gathering groups, creating activities which make
people mutually familiar. For example, it should provide agency sports, organize
community sport and/or establish various groups within the municipality.

5.3 Recommendations for the next research

5.3.1 Recommendations on creation of the organizational

status evaluation tool

1) Researchers should develop other quality award tools such
as MBNQA of the United States of America, EFQM of European Countries, TAQ of

Thailand to be consistent with context of local administrative organizations.
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2) As for tools development process, researchers should invite
more experts with specific expertise because the organizational evaluation tools will
be reliable, efficient, effective for real use.

3) Researchers should develop tools used for analyzing other

organizations or agencies such as school, hospital, police station.

5.3.2 Recommendations for the study of organizational

status evaluation

1) Researchers should elaborately evaluate status in each
aspect.

2) Researchers should select other agency which is not the
municipality so that they can know difference among agencies.

3) Researchers should study agency status and compare with
other agencies to know weak point and strong point of each agency for use in
analyzing and developing both agencies.

4) Researchers should increase number of respondents to

increase research reliability
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