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Research Title: The Changes of Working Procedures and Public Service Delivery
Process of Regional Public Organizations in Chiang Mai Province
to Comply with the Policy on Citizen-Centered Governance

Researcher: Thanyawat Rattanasak, Ph.D.

Abstract

This research, “The Changes of Working Procedures and Public Service
Delivery Process of Regional Public Organizations in Chiang Mai Province to
Comply with the Policy on Citizen-Centered Governance”, aimed to: (1) study the
strategic planning development process of the Thai public organizations and its
implementation; (2) study factors affecting the citizen-centered governance policy
implementation of regional public organizations in Chiang Mai Province; (3) study
the changes of working procedures and public service delivery process, paradigm,
culture, and value of public officials in response to the citizen-centered governance
policy; (4) offer recommendations to the Thai public organizations in order to adjust
working procedures, public service delivery and government official’s value; and
(5) utilize the research results in the teaching and learning in the course of Public
Administration study. Qualitative research methods, including the examination of
documentary evidences, the survey research of 37 regional public organizations,
and the interviews of 18 key informants, were used in this research.

The findings revealed that:

1. Following the governance reform in 2002, the Thai public sector has
employed the Result-based Management in its new public administration form.
According to this reform, the Thai Government and the public organizations have to
formulate their four-year strategic plan as well as annual action plan in order to
request for the budget from the central government. In addition, each central public
agency has to sign performance pledge that will be used to evaluate its performance
in order to get incentive from the Government. Therefore, after the governance
reform in 2002, the Thai public agencies have to set up clear goals and indicators in

their public administration.



2. After the formulation of a four-year strategic plan, the central public
agency will disseminate strategic issues, goals and indicators as a strategy map to its
field offices. Field offices in regional area will implement these strategic issues as
programs and projects.

3. Regional public organization in Chiang Mai Province has been
responsible for implementing strategic issues set by central public agency. Thus, the
regional public organization will have to formulate its annual action plan and adjust
its working process and public service delivery with the supports from the central
public agency in terms of resources and technology. Furthermore, the regional
public organization will improve its working process and public service delivery in
order to meet its customer satisfaction since all public agencies will be evaluated
their performance using Balance Scorecard in the second dimension (i.e. quality of
public service). This improvement includes setting projects to adjust paradigm,
culture, and values of its staff in order to improve public service delivery quality. It
can be said that this change of public organization has clearer goals than the
adjustments in the past.

4. The implementation of the citizen-centered governance project has been
in accordance with the four-year strategic plan of the of regional public organization
in Chiang Mai Province which will improve public service delivery process and
solving people’s problem.

5. Even though human resource is an important factor for public
administration and public service delivery; members of staff, especially temporary
staff who have been assigned to work closely with customers, did not have the
opportunity to attend training program. This was due to the public organizations did

not have sufficient budget and regulations for professional development.



