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Title of Research Paper : People’s Satisfaction with the Service System and Procedures of

Bangkok Metropolitan Administration (BMA)

Author : Miss Jenta Rattanapanee
Degree :  Master of Arts (Social Development)
Year : 2005

The survey was conducted for the following objectives : 1) to measure the people’s
satisfaction with the service system and procedures of BMA, 2) to identify the factors affecting
their service satisfaction, and 3) to seek some suggestions in how to develop the service system
that meets people’s needs.

A questionnaire was used to collect the data from 400 men and women aged 15 or more
who contacted BMA during July, 25 — 29, 2005. The data were analyzed by using frequency,
percentage, mean, standard deviation, t — test and F — test.

The findings were summarized as follows :

1. Most of the respondents were 20 — 40 years old and had a Bachelor’s degree. They
were government officials/State enterprise employees and earned a salary of 5,001 — 10,000 baht
a month. It took them 30 — 60 minutes to travel to BMA. Most of them wanted to find out the
progress of the business about which they contacted BMA.

2. The respondents had a good knowledge and understanding about BMA.

3. Their attitude toward bureaucracy was moderately positive.

4. They were satisfied with BMA service at a high level. When the individual
dimensions were considered separately, both the service system and the service procedures were
found to be satisfactory at high level.

5. The factors that were significantly related to their satisfaction with BMA service were
the attitude toward bureaucracy, length of time spent in travelling to BMA for service and

knowledge and understanding about BMA.
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6. The factors that had no relationship with their BMA service satisfaction were age,
occupation, salary, education and purpose of contact with BMA.

7. Recommendations

1) BMA should publish a journal to publicize its work so that people will better
know the organization and services. It should have a channel to listen to people’s opinion and
suggestions.
| 2) BMA should undergo bureaucratic reform by reducing its work procedures

and increasing the member of officials checking its officials’ work. Severe penalties must be

given to those who are corrupt.

3) BMA should hold a training course for its service officials with focus on a
service mind set. That is, they should treat service users equally. They should follow the
professional ethics and speak to service users politely in order to build a good image of the

organizations in the eye of people.



