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RESEARCH ARTICLE

Sunflower Production and its Potential
for Improving Income of Smallholder
Producers in the Tanzania

Batimo D. Sebyiga, Ph.D.
Professor, Department of Finance and Economics,
St. John's University of Tanzania

Abstract

Sunflower is one of the three most important oilseed crops grown in the central agricultural zone
of Tanzanian. Local demand for sunflower oil, which is cholesterol free, is increasing and its
potential of improving income of smallholder producers is also rising. This study was conducted
in Kongwa and Singida Rural Districts where a total of 60 respondents were involved. Data were
collected through Focus Group Discussions (FDGs) and direct interviews using semi-structured
questionnaire. Statistical Package for the Social Sciences software (SPSS V20) was used for data
analysis. Results show that sunflower production improved the income of smallholders’ income
in the study areas. Furthermore, it was found that there is not yet a formal contract farming
system developed in the Singida rural district. Nevertheless, some informal kinds of arrangements
whereby smallholder farmers accept some money from traders in exchange for sunflower selling
to the same trader during harvests was observed, although still immature. Generally, the study
has shown that sunflower production in the area has potential for improving the income of
smallholder producers in the Central Agricultural Zone of Tanzania and hence its promotion is
recommended. In addition, given the increasing prevalence of contractual arrangements in
production and marketing of sunflower, it is proposed that there is a need for further research on
the effects of contract farming on sunflower farmers’ production and income.
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1. Introduction

Sunflowers in Tanzania has historically only been a traditional crop without any
significant commercial value. Recently, however, sunflower as an oilseed crop is becoming
important because of its growing monetary value associated with its relatively low cost of
production. Local demand for sunflower oil, which is cholesterol free is increasing and its
potential of becoming a major agricultural commaodity for export is also rising, (RLDC, 2008; ARI
llonga, 2008). Government documents (URT, 2015; ARl Ilonga, 2008) show that the total amount
produced has steadily increased, from an average of 80,000 tons per year in 2000/2001 to about
2,625,000 tons per year by 2015/2016 as presented in the annual national budget speech (URT).
According to URT, vegetable oil consumption in Tanzania is estimated at 350,000 tonnes in 2016,
of which 40%, (140,000 tonnes) is supplied from sunflowers. Increase in sunflower production is
said to be accelerated by the introduction of relatively inexpensive oil expellers and filtering
machines from China, in addition to extension work provided by government offices, NGOs such
as Rural Livelihood Development Company (RLDC), the Netherland Development Agency (SNV,
2012), and the private sector, for the cultivation and quality seed introduction (JICA, 2014).

Worldwide, about 87% of the world sunflower crop is produced in Russia, Ukraine,
Argentina, European Union, India, China, and the USA. Others of some significance are Romania,
Bulgaria, South Africa, Turkey, and Canada. Only 13% is produced by the rest of the world (FAO,
2014). Traditional large markets for edible oil are in Europe, the Middle East, and the USA.
Worldwide, the demand for edible seed oils is increasingly exceeding supply, and new market
opportunities are developing. China and India are the major emerging markets in addition to the
existing global markets (KPMG, 2011).

Sunflower is a hardy crop that requires little fertilizer. It grows in well-drained loam soils
and is tolerant to low rainfall and suited to regions with moderate rainfall (FAO, 2014). In
Tanzania sunflower grows well in many parts of the country and, as such, tends to be widely
dispersed across a range of localities. A significant amount of sunflower however, is produced in
the Central Agricultural Zone of Tanzania, comprising the three administrative regions of Singida,
Dodoma, and Manyara, (Table 1). The Singida region remains the most productive region and
leads in total annual volume produced with an average annual growth of 32% for the 2006/07
agricultural season to 2010/2011 season.

Under the Kilimo Kwanza initiative (TNBC, 2009), Singida has given the crop a priority
and sunflower has become a leading cash crop in the region. The regional administrative
authority has promoted wide involvement of private sector actors. Private companies interested
in the development of the crop include private sunflower oil processing firms and facilitating
companies like RLDC, and are valued and accorded support for their activities. As a result, there
is an increase in overall production in the region.
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Producers are mainly smallholder farmers owning small farms with sizes ranging from
one to three-and-a-half acres. Sunflower production is generally fragmented, involving more than
350,000 smallholder producers nationwide (RLDC, 2008). Most sunflower farmers are
independent producers who sell their products individually and have little bargaining power over
buyers and product markets due to a lack of strong formal organization. Sunflower producers
lack access to quality and reliable extension services and face limited availability and access to
inputs (e.g. higher-yielding seed and tilling machines) often due to financial constraints.
Smallholders have limited access to financing that would enable them to invest in production
assets. Private sector role in the sunflower sub-sector is still marginal. Smallholders are not an
attractive market because of their fragmentation and resulting high costs of distribution that

increase retail prices of inputs and financial services (RLDC, 2008).

2. Objectives of the study

This study is intended to assess the potential of sunflower production in enhancing
incomes of smallholder famers by examining the scale of production and profitability of the
sunflower production business in the Central Agricultural Zone of Tanzania by examining the
districts of Kongwa and Singida Rural. One of the specific objectives included the investigation of
sunflower production and its potential for improving income of smallholder producers in the
study area. This objective was the core for this paper.

3. Methods and materials

The study intended to establish factors, actors, channels and dynamics in the sunflower
sub sector in the study area of Kongwa District (two villages of Suguta and Ihanda with 30
respondents) and one village in Singida Rural District (Mpipiti village with 30 respondents).
Selection of these villages was based on the record that these villages have undergone different
experiences where production and marketing is organized along arrangements which are similar
to known contract farming arrangements (RLDC, 2008). It is argued and held in literature that
one of the approaches that has potential of dealing with many of the challenges facing
smallholder farmers in production and marketing processes in a liberalized economy is Contract
Farming (Eaton & Shepherd, 2001).

Data for this study were collected in the agricultural season of 2011/12 through
questionnaires that were distributed to randomly selected sunflower farmers in Kongwa and
Singida rural districts. Direct interviews using semi-structured questionnaires were also conducted
with selected key resource persons, including District Agricultural and Livestock Officers in
Kongwa and Singida rural Districts, the manager at Mtinko government farm in Mtinko village, in
Singida rural District, and the manager of Mount Meru Millers (MMM) Ltd. in Singida. In addition,
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Focus Group Discussions (FGDs) were also held in all villages visited to supplement information.
Through these discussions, a follow-up was made on critical issues related to factors in
production and the marketing and value additions.

4. Results and Discussion

4.1 Production issues in Singida Rural District, Mpipiti Village

(a) Production Issues

It was revealed that sunflower is one of the top three crops grown in Singida rural
district in terms of monetary value, the other two cash crops are cotton and onions. Sunflower is
grown on small holdings; about 90 percent of all farmers in the district grow the crop. Farmers
own on average between 1 and 3.5 acres, while yield per acre ranges between 8-10 bags, each
with 65 kilograms (URT, 2015). Its contribution to household income ranges between 10 percent
and 25 percent, equivalent to an amount of money ranging between TZS 250,000 (or USD 109)
and TZS 500,000 (or USD 217.4) per year. Sunflower fetched a higher price of TZS 830 per
kilogram in the period covered by this study (2011/12), compared to TZS 350 per kilogram offered
in the previous agricultural season of 2010/2011. The higher price was attracting more
investment in the sunflower sub-sector as indicated by the increasing number of sunflower
producers, increasing acreages allocated for sunflower production, and the resulting increased
annual output as indicated in Table 2.

Tablel. Sunflower production in Singida district in thousands of tons

2006/7 2007/8 2008/9 2009/10 2010/11

28.111 30.205 58.922 47.358 83.1

Source: Singida regional agricultural statistics July, 2012

There has also been an increase in sunflower processing plants. There were about
17 small processing plants in addition to the large refinery plant established by Mount Meru
Millers, the Arusha based private company dealing with processing of sunflower seeds and
sunflower cakes. This company is finalizing establishment of a second plant that will do double
refining. The company produces for both local and external markets.

(b) Marketing System of the Crop

The existing system and pattern of marketing has two methods. One entails farmers
selling their produce through their primary cooperative societies. Farmers sell to their
cooperatives at the initial agreed price (first price) and produce is stored to wait for a better price
in the market. Upon selling later at the higher price, the cooperatives are obliged to make second
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payments to the farmers from the differences in revenue resulting from increased price. There
seven cooperative societies financed by CRDB and NMB banks, which have capacity to buy all
sunflower produced in the district. Buyers of produce of the cooperatives are individual traders
and companies within Singida and traders from other regions like Arusha, Mwanza, Dar es Salaam,
and Nairobi in Kenya. The other marketing system entails free buying from individual farmers by
private buyers including the MMM Ltd. The coming of this company has strengthened market
competition for sunflower production. As a result, the price has tended to rise continuously. In
this season, for example, it has risen from TZS 410 per kilogram at the beginning of season (June)
to TZS 830 per kilogram by the end of July 2012. The general manager of MMM Ltd. expresses
concern that the supply of the crop might not meet the actual demand. MMM Ltd. has invested
a lot in processing machines and he is afraid there might not be enough produce to keep his
machines running long enough to realize any profit.

Seed cakes have a ready market within the area as it is widely used as livestock feed
by pig keepers. Each bag of raw sunflower produces about 5 kilograms of seed cake and each
kilogram fetches at least TZS 280. Seed cake is also bought by MMM Ltd. and some traders from
Kenya who are said to have technology to carry out solvent extraction using high-tech machines.
Using this equipment, it is reported that an additional five liters are obtained from the cake per
bag of raw sunflower processed. This puts total extraction of oil at an average of 25-27 liters per
bag of sunflower, which is higher than the usual average amount of oil experienced by local
processors at between 20-22 liters per bag.

(c) Contract Farming

There is no formal contract farming system in the Singida rural district. Field findings
however, indicate a few informal kinds of arrangements whereby some smallholder farmers
accept some money from traders in exchange for pre-harvest sunflower, which is a still immature
sunflower on the farm. The practical problems associated with this approach have been that
some farmers refuse to deliver their produce when time for paying back comes, but instead do
side-selling. The reason is that the mature sunflower has more value, and commands a higher
price and increased revenue than what they received earlier. This has resulted in serious conflicts
between farmers and traders, as found in Mpipiti village. Against this experience, the possibility of
contract farming being formalised into popular method of organising production and marketing
looks uncertain.
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Table 2. Profitability sensitivity analysis at farm level in Mpipiti village

Scenariol  Scenario2 Scenario3  Scenario4 Scenario5 Scenario6  Scenario?
No of bags 12 49 35 105 6 90 50
Price per 50,000 50,000 50,000 50,000 50,0000 50,000 50,000
bag
Total 600,000 2,450,000 1,750,000 5,250,000 300,000 4,500,000 2,500,000
revenue

Total cost 398,000 724,500 517,500 1,525,500 199,000 2,985,000 1,015,000
Profit 211,000 1,725500 1,232,500 3,724,500 101,000 1,515,000 1,485,000

NB: USD 1=TZS 2,345 as of July, 2018
Source: Singida regional agricultural statistics July, 2012

The analysis shows that in Singida sunflower is a lucrative coonmodity for farmers, a
farmer in Mpipiti village can make a minimum profit of TZS 101,000 or maximum profit of TZS
3,724,000 per season, with price and yield-per-acre determining the size of the profit. Farmers
can sell their entire crop, and good price and high revenues accrue from sunflower crop. Rainfall
is the major factor influencing the size of output. This picture suggests that there are no losses
associated with sunflower production in the village and the district at large.

4.2 Production issues in Kongwa District

(a) Production Issues in Suguta Village

Sunflowers have been grown commercially in Kongwa district since 1999. By the
year 2011/12 the crop was considered a very important cash earning crop in both villages of
Suguta and Ihanda.

Suguta is the one village studied in Iduo ward. The village has 540 households with
3540 people. About 90% of the people cultivate a sunflower crop. Production of sunflower has
been expanding since 1999. Many farmers have specialized farms for sunflower and, unlike in the
past, farmers no longer intercrop. The reason given is that they have more confidence in the crop
now than before.

The minimum farm size owned by a household is two acres; usually the size ranges
from 2-20 acres. Reasons for the increased production per household as explained by farmers
include:

(a) Presence of local market for sunflower products. Many people in the village like
and use sunflower oil in their daily cooking, instead of traditional cooking oil extracted from
groundnuts. Besides, many people are increasingly making chewing raw sunflower seed their
habit. This is an added market, in the past it was roast ground nuts that were usually chewed;
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(b) Expanded external market. The number of processing/crushing machines has
increased in the area. Suguta village has one privately owned seed crushing mill, but there are
many more mills (3) in the neighborhood in Mlali about four kilometers and more that 10 mills
in Kibaigwa, about 25 kms away. Kibaigwa and Mlali are urbanized rural centers with significant
concentrations of people and businesses. Farmers sell their produce to processors and traders or
middlemen in these centers. The market has also expanded by attracting traders from as far as
Zanzibar, Dar es Salaam, and Mbeya who collect both raw sunflower seeds in bags and filtered
sunflower oil; and

(c) Increasing demand for sunflower seed cakes. There are many people keeping
pigs, these provide market for seed cakes, farmers gain income from oil and the by-product, the

seed cakes.

(b) Productivity

Farmers employ family labor; farm implements used include hand hoes, animals,
and tractors for tilling the land. Animals (in ox-driven plows) are the common means of tilling the
land. Few farmers use animal manure in their farms. The minimum farm size owned by a
household is 2 acres, usually the size ranges from 2-20 acres. Farm preparation is usually done in
January and the harvest in June. One acre produces between 4 and 5 bags of 60 kilograms each,
while in bad years only 2 to 3 bags are harvested per acre. One bag of 60 kgs produces 20-22
liters of filtered oil and 5 kgs of seed cake.

(c) Contract farming in Suguta Village

Some elements of contract farming were observed in the area. The initiator was one
processor, Uncle Milo Sunflower Trading Company, based in Dodoma town who organized a
seminar for the villagers in November 2010. The company presented and discussed a contract
farming scheme for sunflower crops in the area. The meeting was well attended and each
participant was facilitated by token payment of TZS 2000. The information that came out of the
seminar inspired the villagers, and many registered to join the scheme. The scheme started with
40 smallholder farmers

Terms of contracts

The contractor promised to support farmers in production of sunflower:

(a) He would facilitate timely availability of improved seeds to farmers at a cost;
and (b) he would provide anything farmers needed on condition that payments would be made
later in terms of sunflower produce. Items included bicycles, mattresses, motorcycles, plows, and
power tillers. Farmers on the other hand would be obliged to sell their sunflower produce to the

company at the going market price after harvest.
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However, in the field we observed the following concerning contracts:

(i) Contractual arrangements seemed to be a new idea in the area. (i) Contracts
seemed to be one-sided; they were designed and submitted to farmers by the buyers or traders.
(iii) Farmers only read and accepted or rejected the conditions. (iv) Contracts were short term,
seasonal, and informal and the contract was not formally known by the District Authority nor
formalized by any lawyer. (v) The Local Government Authority at the district level was not
explicitly involved. (vi) There were no known ways of enforcing such contract agreements and
arrangements, especially in time of defaults between farmers and contractors. (vii) They were
open contracts where prices were left to be determined by the market after harvest.

Table 3: Profitability sensitivity analysis at farm level in Suguta village

Scenariol Scenario2  Scenario3  Scenariod  Scenario5 Scenario6  Scenario’

No of 9 15 20 6 8 15 6
bags

Price/bag 42,000 42,000 42,000 42,000 42,0000 42,000 42,000
inTZS

Total 370,000 630,000 840,000 252,000 336,000 630,000 252,000
revenue

Total 171,000 285,000 290,000 168,000 224,000 177,000 168,000
cost

Profit 191,000 345,000 550,000 84,000 112,000 453,000 84,000

Source: Dodoma Region Agricultural Statistics, 2012

The analysis shows that a farmer in Suguta village can make a minimum profit of TZS
84,000 or maximum profit of TZS 550,000, with price and yield per acre determining the size of
the profit, and rainfall being the major determinant of yield. This picture suggests that there are

no losses associated with sunflower production in the village.

(d) Production issues in Ihanda Village

lhanda is another village in which the sunflower crop is widely grown. About 90% of
people in the village cultivate the crop. It is the second most important crop after maize and
contributes up to about 50% of the income of most of the households in the village. Each
household owns at least two acres of sunflower with a few individuals owning up to 20 acres.
There is increasing market for sunflower products that includes traders and processors from Mlali,
Kibaigwa, and other places like Dodoma, Dar es Salaam, and Zanzibar.
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(e) Contract Farming

Two companies, RLDC and RIG Investment, are working in the village as contractors.
There are 280 farmers in contracts in four groups of 70 members each. Farmers were inspired by
the contractors through seminars which began in 2008. During the first seminar, the two
contractors, operating jointly, presented to the farmers the contract farming system. RDLC was
to form the farmer groups and RIG Investment was to buy all the sunflower crop produced. The
contractors promised to: (a) establish a sunflower marketing center in the village; (b) facilitate
formation of farmer groups; (c) buy all sunflowers produced at the going market price; (d)
facilitate and finance farmers’ field classes; (e) extend appropriate knowledge through seminars
on sunflower and contract farming; (f) provide credit of 5% of that the farmer would need, such
as tilling of land, fertilizers; and (g) provide production inputs such as improved seeds.

Farmers, on the other hand, would be required to produce more sunflower oil seeds
and sell to RIG Investment. They would also be required to keep all other agreements. A
warehouse with a capacity of storing 1000 bags a time was constructed in the village for selling
and buying of sunflower. Farmers received seminars three times a year on improved methods of
sunflower production, and about four villagers received detailed training to become trainers in
the village. These coach farmers distributed improved seeds from contractors and collected back
the seeds after harvest. Two demonstration farms were established and maintained continuously
in the village except for year 2011, when the farms remained idle because contractors did not
provide funds to run the one-acre farm. The farmers usually paid for the land rent, seeds, and
manure, which is usually the cow dung available in the village, and its transport cost for the
animal carts (mkokoteni). The demonstration farm produced between 7-10 bags compared to 3-
4 bags per local acre produced by individual farmers. Farmers were supplied with the improved
sunflowers seeds ‘record,” although not to the satisfaction of every farmer. There were complaints
over high price charged for the seed supplied. Each kilogram cost TZS 2000, but the local variety
cost just TZS 500. Credits limited to 5 percent were rejected by many farmers as being inadequate
and a nuisance, as they could not help them afford costs of many inputs, for example hiring a
tractor.

Like the experience in Suguta village, in lhanda village observations included
contractual arrangements being a new idea in the area, and contracts seem to be one-sided. They
were designed and submitted to farmers by RLDC and RIG Investment, with farmers just being
takers of the contracts. They only read and accepted or rejected the conditions on an individual
basis. Contracts were short term or seasonal and informal and were not known by the District
Authority. The companies had been working with the government extension officer. There were
no known ways of enforcing agreements, especially in time of default between farmers and
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contractors, and there was no contract price. Price is left to be determined by the market after
harvest.

Contractual arrangements influenced a price rise, with the price increasing from TZS
25,000 per bag in the preceding season to TZS 450,000 in the season covered by the study, while
in the neighboring center of Kibaigwa, a bag fetched up to TZS 50,000. Prospects were that by
the end of the year 2012, the price increased to 60,000 and above per bag of 65 kilograms. There
seems to be little trust between contractors and farmers, contractors are willing to extend credit
to a very low level to avoid risk if farmers default the contracts.

Table 4: Profitability sensitivity analysis at farm level in Ihanda village

Scenariol Scenario2 Scenario3 Scenario4d  Scenario5 Scenario6  Scenario?

No of bags 8 9 4 12 9 6 6

Price per bag 44,000 44,000 44,000 44,000 44,0000 44,000 44,000
Total revenue 352,000 396,000 176,000 528,000 396,000 264,000 264,000
Total cost 168,000 252,000 166,000 174,000 252,000 168,000 168,000
Profit 184,000 144,000 10,000 354,000 144,000 96,000 96,000

NB: Scenario means different farmers interviewed

Source: Dodoma Region Agricultural Statistics, 2012

The analysis above shows that a farmer in /handa village can make a minimum profit of
TZS 10,000 or maximum profit of TZS 354,000, with price and yield per acre determining the size
of the profit and rainfall being the major determinant of yield. This result suggests that there are

no losses associated with sunflower production in the village.

Conclusion and Implications

One of the potential outlets for sunflower seeds is the growing sunflower oil market. The
increase in sunflower use as cooking oil has expanded moderately in the study area due to
increasing interest by many consumers of organic products including sunflower oil which is grown
free of harmful chemicals. Sunflower oil is used in cooking food, in bread making, and in wide
range of food products made by street food vendors such as mandazi, chapati and soup.

Most sunflower processing firms are small-scale factories in towns and in urbanised rural
centres such as Kibaigwa. The MMM Ltd facility recently established in Singida Town is the only
large and modern factory in the area. Few processing firms or seed crushing facilities are set up
in rural areas of the sunflower growing districts.

One major constraint facing the sunflower processing industry is the limited availability

of a regular supply of sunflower seeds for processing. In many areas seed crushing industries
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actively operate for not more than four months after harvest. In processors’ views, the high
instability of raw material supplies makes maintenance of sustained production of oil difficult.

On the other hand, it shows that there is a huge, unsatisfied market for sunflower
produce, therefore an opportunity for sunflower farmers in the area. Farmers should be
encouraged to go into production of this crop, which has the potential of increasing their
incomes.

Given the increasing prevalence of contractual arrangements in production and
marketing of sunflower, it is proposed that there is a need for further research on the effects of
contract farming on sunflower farmers’ production and income.
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Introduction

Aging is an emerging issue in the 21st century as a significant milestone in human
history and a big challenge at the same time (UNFPA and HAI, 2013). An aging population
results from continuous decreases in mortality and fertility rates and increases in life
expectancy for both men and women. The older population (aged 60 years or older) has been
increasing rapidly in both absolute and relative terms. In 2019, the number of older persons
was about 4.2 times higher than the total in 1950, while the older population accounted for
8 percent and about 13 percent of the world’s population in 1950 and 2019, respectively. By
2050, the older population is expected to be about 2.3 billion, representing one in five (22
percent) living humans (United Nations, 2017). If we define older people as those age 65
years or older, UN-DESA (2019) showed that, by 2050, one in every six people in the world
will be an older person, which is up from one in every 11 people in 2019. Along with an aging
population, protecting the rights for older people has become an emerging issue.

For several decades, specific protections for older people have received only
tangential recognition with no comprehensive commitments to the rights of older people
(Gardiner, 2018). Only since 1982 have there been a number of initiatives, global
commitments, and national laws to protect older people, such as the Vienna International
Plan of Action on Ageing (VIPAA) in 1982; the UN Principles for Older Persons in 1991; the
General Comment No.6 on the Economic, Social and Cultural Rights of Older Persons in
1995; and the Political Declaration and Madrid International Plan of Action on Ageing
(MIPAA) in 2002. For Asia in particular, there have been the Macao Plan of Action on Ageing
for Asia and the Pacific in 1999; the Shanghai Regional Implementation Strategy on Ageing
in 2002; the Brunei Darussalam Declaration on Strengthening Family Institution - Caring for
the Elderly in 2010; the Kuala Lumpur Declaration on Ageing - Empowering Older Persons in
ASEAN in 2015; and the ASEAN Plus Three Statement on Active Ageing in 2016 (Gardiner,
2018).

Vietnam is also experiencing this seismic demographic trend, as the population
projections by the General Statistics Office (GSO, 2016) show that older people -- as a percent
of the total population -- will rapidly increase from 8.7 to 16.7, and then 26.1 in 2009, 2029,
and 2049, respectively. It will take less than 20 years for the proportion of people age 65
years or older in the total Vietnamese population to double, i.e., from 7 to 14 percent,
compared to 115 years for France, 26 years for China, and 21 years for Japan and Thailand
(UNFPA, 2011; World Bank, 2016). Also, feminization of aging is clear in Vietnam, as the data
from Population and Housing Census in 2019 show that the sex ratio between women and
men for groups age 60-69, 70-79, and 80 years or older were 124, 146 and 191, respectively
(GSO, 2020).
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For decades, Vietnam has improved its policies and regulations to protect rights and
confer more benefits to older people. Vietnam has approved or supported many international
and national policies and programs directly or indirectly related to older people, such as the
Convention on the Elimination of All Forms of Discrimination Against Women (CEDAW) in
1979; the United Nations’ Principles for older people in 1991; the Madrid International Plan
of Action on Ageing (MIPAA) in 2002; the UN Convention on the Rights of Persons with
Disabilities in 2007; the UN Sustainable Development Goals (SDGs) for 2030 in 2015; the
World Health Organization’s Global Strategy and Action Plan on Ageing and Health in 2016;
and the ASEAN Kuala Lumpur Declaration on Ageing - Empowering Older Persons in ASEAN
in 2016.

At the national level, Vietnam passed the Law of the Elderly in 2009 and, since then
has enacted about 50 related legal documents for older people in all socio-economic and
health aspects. In 1995, the Vietnam Association of the Elderly (VAE) was established to
represent the voice of older people and protect their rights. There have been many
campaigns to promote welfare for Vietnamese older people, such as “Bright eyes for the

”

elderly”, “Warm clothes for the elderly”, “Older people’s participation in environment
protection and new rural program”, and “Older people excel in livelihood”. Vietnam’s
policies for older people are quite comprehensive, and the protection of rights for older
people has expanded substantially.

At the same time, there are significant gaps which may pose obstacles to Vietnam’s
ability to continue to protect the rights of older people. These gaps include the following: (i)
Lack of detailed guidelines and resource allocation for implementation. The policies are still
general, and not applicable to the actual situation. Plus, there is no clear monitoring and
evaluation mechanism. These gaps have occurred because ageing and older people’s issues
are cross-cutting, relate to different departments, and vary with the local situation. One older
person can be subject to different policies at same time. (ii) Policies have been not equally
implemented. The quality of implementation varies across policies, areas and subjects, and
largely depend on local authority and related sectors’ resources, ability and coordination.
(i) There are negative stereotypes of older people and ageism, leading to policies which
focus more on care of older people rather than promotion of their productive role in society.
There are programs that recognize the role of older people but lack support mechanisms to
promote older people’s participation and contribution. (iv) Lack of personnel, e.g., there is
no Vietnam National Committee on Ageing (VNCA) secretariat, no separate staff to be in
charge of older people-related issues, and there is subordination of older persons’ issues with
the Fatherland Front. (v) Lack of quality data and evidence-based policy analyses and
studies. Such policies that do exist are quite ad hoc, focusing on narrow aspects of the rights
of older people.
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A number of reports (e.g., Dam et al., 2010; VWU, 2012; Giang et al., 2020) have
showed that community-based activities are important to protect the rights of older people
in their homes, communities, and society at large. Among various rights, protecting health,
income, and social participation is extremely important. To do so, initiatives from local
government authorities are crucial to convert plans into reality.

The objectives of this article are as follows: (i) To provide an overview of the
community-based organizations which support older people in Vietnam, namely
Intergenerational Self-Help Clubs (ISHC), with their activities for promoting rights of older
people in Vietnam,; (ii) To analyze how local/provincial governments have played an
important role in guaranteeing older people’s rights via supporting ISHC; and (iii) To suggest
policies to local government in order to further promote rights for older people via ISHC.

To pursue these objectives, we utilized secondary data and information to-date
which were collected and compiled by Help Age Vietnam (HAV) and other relevant
organizations such as Vietnam Women’s Union (VWU) and Vietnam Association of the Elderly
(VAE). In the next section, we provide an overview about ISHC in Vietnam, including their
history and development. In the third section, we discuss how local government has
contributed to promoting rights of older people via ISHC. The last section offers conclusions
of the study.

Intergenerational Self-Help Clubs (ISHC) in Vietnam

The aforementioned gaps expose the need for a greater role of community-based
organizations to mobilize support personnel and resources, and act as a monitoring body in
communities so that older people do not only passively receive but are active agents of
change. In late 2005, the ISHC model was initiated by VAE and VWU with technical support
from Help Age International (HAI). ISHC are a community-based development model led by
older people with the aim of improving the well-being of older people (particularly the
disadvantaged groups) and their communities. ISHC are self-managed, sustainable, and
comprehensive. Starting with only 60 piloted clubs in Thai Nguyen province in early 2006,
there are now approximately 1,900 ISHC nationwide in 60/63 provinces/cities (VAE, 2019).

ISHC have three outstanding characteristics that help promote older people’s rights
effectively: multiple activity areas, community ownership, and strong collaboration with local

government.

Multiple activity areas

A standard Intergenerational Self-Help Club has at least eight activity areas, namely: (i)
life-long leaming, (ii) rights and entitlements, (iii) livelihood, (iv) social care, (v) health care, (vi)
volunteer-based home care, (vii) self-help and community support, and (viii) resource
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mobilization (Help Age Vietnam — HAV, 2019). These activity areas encompass the rights of older
people for income security, health care, and social care. It is more convenient for older people to
claim their lawful benefits through one single channel. Moreover, all activity areas are linked with
each other and contribute in different ways to create a comprehensive impact.

Through ISHC’s various activities, older people are supported to exercise their rights to
health care, social care, and income security in accordance with national law and policies
(Figure 1).

Increase older people’s access to micro credit and age- Support local authority/health sector to exercise OP's rights in
friendly, resilient livelihood training. Thus improve their health and care (health ChECkUP_: health insurance, accessing
income, confidence and social participation health related knowledge and skills, etc.)

+ Raise awareness and
understanding on rights and
entitlements

« At least 2 times/year, organize
communication session on
related laws and policies (other

P times are for health care,

:'elgil:ﬁ:lgg income knowledge)

Each ISHC has a rights and
entitlement monitoring system
Provide legal support/
advises/referral to at least 5
persons/year

At least 2 times/year, organize
dialogues with local authority
Each ISHC is a representative of
OP voice in community

Improve solidarity, create a friendly
Mobili & . and save environment for members
OIS resources toiorganize to connect and raise their opinions
ISHC activities and keep the club Resource IS H c a nd comfortably; or represent the voice

going for members’ benefits mobilization VOICE ‘ of those who needed

+ Collect OP’ opinions on local issues
at monthly meetings and discuss
for solution

« Invite local authority to attend
ISHC meetings to connect directly
with villagers

Support local authority implement
local policies and programmes by
contributing money, physical assets
and/or labor days

Join in hands with local authority to carry
out local policies and programmes better.
Mobilize community members’ support
and participation

Support local health centers to take care of
weaker OP in the community (as one of OP's
rights under Law of the Elderly)

Figure 1: ISHC activities to ensure that older people (OP) have a voice and exercise their rights
Source: Authors’ schematic based on ISHC'’s design and practical activities

For example, according to Circular No.96/2018/TT-BTC dated 18 October 2018 by
the Ministry of Finance on primary health care, longevity celebration, credit incentives,
commendations, and rewards, the local health commune centers must send doctors to
houses of older people who are sick and living alone. Nevertheless, while the demand is very
high, the number of available doctors is limited (at remote areas, the ratio is one doctor per
10,000 people), and there are limitations of local budget and resources. ISHC support
community-based health monitoring and health care services. The clubs send home-care
volunteers to help at least three times per week. The volunteer reminds the older person to
take prescribed medicine and/or provides simple personal care. If the older person’s
condition worsens, local health workers will be notified. In this way, ISHC help to reduce the
workload of health workers. If volunteers receive training from authorized organizations and
ISHC are connected closely with the local health sector, the quality of care will be improved.
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From another perspective, to help implement the Ministry of Health’s Health Care Plan for
Older Persons (2017-25), ISHC host daily physical exercise sessions, monthly blood pressure
and weight checks, and quarterly self-care communication. ISHC also coordinate with the
health sector to organize at least two health check-ups for older persons per annum. Since
all the above services are provided at the village level, they are highly accessible for older
people and assist the health sector to manage community health more efficiently (VAE,
2019).

In terms of income security, older people face a number of challenges. Data from a
2019 national survey on older persons (forthcoming) showed that about 7 percent of older
people lived in poor households, and only 13 percent had savings. About 27 percent of older
people have a contributory pension (Vietnam Social Security — VSS, 2018) while 25 percent
have a social pension (MOLISA, 2018). The minimum monthly cash transfer for
disadvantaged older people is currently 270,000 VND (or 12 SUS) per beneficiary, which is
quite low as it is equivalent to only 40% of the rural poverty line and 30% the urban poverty
line. On the other hand, more than 60 percent of older people age 60-69 years are still
working, apart from the fact that they do not receive adequate social assistance benefits. The
Vietnamese Prime Minister’s Decision 971/2015/QD-TTg, dated 1 July 2015, on livelihood
training excludes all learners over age 60 years. Also, in the financial credit system, many
older people find it hard to access loans because of age discrimination. Even though the Law
of the Elderly states that older people should receive a favorable interest rate for their loans,
detailed guidelines for implementation are not available yet.

In order to address income insecurity, ISHC provide age-friendly livelihood training
to older members four times per year. Based on the design, each club sets up a group of
economic volunteers to help five persons in need every month, especially the poor and the
near-poor. Rather than using age, gender, or any other criterion, any member who wants to
borrow money from ISHC will be considered based on his/her business model and needs. The
lending procedure is simple and quick. However, ISHC need the local authority’s validation
of a member’s loan proposal. Additionally, through coordination with the local authority,
ISHC can connect with other sources of micro-credit in the village and/or Agriculture
Extension Department and, thus, better meet the needs of members. Local leaders assign

staff to train ISHC on suitable livelihood models and market demand.

Community ownership

Resource mobilization is a notable contribution by the ISHC. While ISHC are
established to take care of and promote the role of older people, a club must first have the
ability to sustain itself. ISHC can generate their own income through collecting a membership
fee, accruing revolving loan fund interest, mobilizing local donations (namely, “golden-
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heart” book), and a running an income-generating collective. By funding its own activities,
the ISHC can independently represent the interests of its members. With its mobilized
resources, ISHC are also able to organize monthly activities and provide support to needy
older persons. Members decide independently how to spend the funds, and a financial report
is presented at the monthly club meeting. A club’s fund usually increases over time and, as
such, it can maintain long-lasting services for older people and their communities. The ISHC
concentrate on increasing older people’s knowledge so that they can manage their own
finances and be as self-reliant as possible. At least twice a year, the club organizes
educational sessions on practical topics such as the Law on the Elderly and related national
and local policies.

In terms of ownership, the ISHC are operated by older people and disadvantaged
groups, and this ensures that their voice is heard. Each club has about 50-70 members, which
are divided into 5-6 sub-groups; 1-2 members are then assigned to be group leaders. Group
leaders help club members organize ISHC activities and, more importantly, monitor and care
for every member in their group, making sure no one is left behind. Moreover, about 70
percent of club members are age 55 years or older. As such, the ISHC do not target older
people exclusively as a stand-alone group in society but, instead, as an integral demographic
segment with other age groups. Since each life cycle is accompanied by different skill sets
and needs, this integrated approach boosts understanding and support between the
generations. For example, younger members joining the club have a chance to understand
their rights and entitlements for the time when they are older; that helps them to prepare or
simply support other senior members of their family. Also, valuing the life experiences of
older people enriches the design and implementation of policies.

In terms of gender and background, the ISHC welcome all interested persons without
discrimination. In fact, the ISHC create more opportunity for disadvantaged groups since 70
percent of club members are female and 70 percent are in a vulnerable situation (e.g., poor,
near-poor, living alone, living only with other disadvantaged family members, being the main
caregiver, having weak health, having a disability, being a victim of abuse, or living in a family
affected by HIV/AIDS).

Strong collaboration with local government

There are many channels (such as newspapers, local news boards, television, and
community public address systems) that local government can utilize to deliver information
about rights of older people. However, the ISHC are one of the most accessible and age-
friendly channels in which older people can propose specific subjects they want to learn more
about, and the selection of topics is made based on learners’ knowledge gaps and needs.
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The approach used by the ISHC is based on adult learners’ preferences. Real-life
connections, encouragement, and healthy competition are critical factors in the success of
the ISHC. Furthermore, knowledge exchange is not only limited within the club; each member
- by ISHC regulations - is encouraged to share what they have learned with at least two
family members and/or neighbors. Along with providing knowledge, ISHC motivate older
people and their host community members to monitor, identify, and notify the club about
the local situation — both favorable and undesirable — so that positive examples can be
replicated and problems can be resolved. Once every month, each club holds a meeting
where members freely share opinions about matters within their neighborhood. All
participants have an equal chance to speak, and members are encouraged to discuss within
their group before reporting any issues. Such an arrangement ensures that information goes
through at least one round of verification (to limit baseless complaints). Many members may
also feel more comfortable discussing issues in a smaller group first before addressing all
participants.

ISHC also increase older people’s confidence to claim their rights. This is done
through ISHC social care and community support activities. The clubs offer a safe and friendly
environment for older people to gather and share their experiences freely. At least one club
meeting and one public duty event (such as cleaning village roads, planting flowers) are held
every month. In addition, older persons in difficult circumstances are regularly identified and
supported, either by cash, gifts, technical assistance, or labor. Those who are sick, bed-ridden,
or home-bound are visited by club members and volunteers on a weekly basis or whenever
needed, ensuring that essential needs are attended to and all voices are heard. These
activities remove social barriers, strengthen local solidarity and highlight people’s sense of
public responsibility. When having more chance to join a social movement, older people’s
role and rights are recognized more and, thus, they are more fully encouraged and supported
to exercise their rights (VAE, 2019).

The membership of the ISHC leadership boards is also highly diverse. Each club has
five club management boards (CMB), in which 2-3 members are women and at least one has
economic and/or social difficulty (Figure 2). This helps ensure there is a variety of
perspectives. The CMB members are selected by votes of club members and the local
Association of the Elderly (AE), and endorsed by local authorities. The CMB members have
the trust of the local community and can help deal with most problems. The five CMB
members share power and responsibilities among themselves, and this ensures that decision-
making power is not controlled by one person and the workload is evenly shared. The CMB
oversee ISHC on the basis of ISHC regulations which are agreed upon by all members at the
time of the club’s establishment. For this reason, the ISHC operations are transparent and
democratic. Among the five CMB members, one is a spokesperson and must be familiar with
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local regulations and have a willingness to help older persons. This member manages
activities such as monitoring the implementation of local policies/programs; collecting
members’ feedback; facilitating a dialogue with local authorities/service providers; providing
legal support or referring cases to authorized personnel; and raising members’ knowledge of
their own rights and entitlements. Usually, two or three CMB members are persons who hold
other positions in the village (such as village head, chairwoman of the local Women’s Union,
or village health worker). This means that the CMB will be up-to-date on local
policies/programs as they are enacted, and that helps them to communicate details to ISHC
members. If members have any issues, they can efficiently relay those opinions to the village
management board.

Each CMB has their own responsibilities
One CMB (normally the vice chair)
(operation, external relation, oversees VOICE (rights and entitlement)

resources mobilization) Members can raise their concerns on local
issues through group leaders or at ISHC's
monthly meetings

Club Management Board (CMB) :
I

I

]

I

Vice chai .
Assihiit This CMB in charge has his/her own I

I

I

1

}

I

I

I

I

2-3 CMB are older people

2-3 CMB are women

- 2-3 CMB have other positions in village
Atleast 1 CMB isin disadvantaged group
CMB's term is 2 years
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- Endorsed by Commune People’s
Committee

Chairperson

(rights and entitlements bookkeeping system to record, monitor,
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community support) home care)
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(health and care, social care)

Group 1 Group 2 Group 3 Group 4
leader leader leader leader

Group 1 Group 2 Groilp 3 Group 4 Group 5
8-12 8-12 8-12 8-12 8-12
members members members members members

Figure 2: ISHC’s organizational structure representing the voice of different groups

Source: Authors’ schematic, based on ISHC design and practical activities

To ensure that older people’s rights are respected, each club has a monitoring and
support mechanism. Foremost, a focal point is appointed among the five CMB. S/he manages
a log that records members’ concerns — either raised by members themselves or through
surveys. This tracking system is updated frequently to document what kind of support is
needed, update the status of problem-solving, and identify which person(s) is(are) in charge.
The monthly meetings are another opportunity to collect feedback on local issues. Local
authority representatives also attend such events to listen directly to older people’s opinions
or present new government programs. At least twice per year, an informal forum is convened
between ISHC and local leaders on shared concerns. For instance, in Ninh Ngoai village (in
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Hoa Binh province), after hearing from ISHC about the degradation of the village cultural
house and its sanitation facilities, the local authority took immediate action, and as a result,
forty million VND (~1.700 SUS) was allocated from the New Rural Program budget to
renovate the facilities and plant shade trees (with the host community also contributing cash
and/or labor) (VAE, 2019).

Protecting rights of older persons: The role of local government via
ISHC

To run all the activities described above, support from the relevant local authorities
is indispensable. In terms of establishing the ISHC, a club cannot be recognized and
integrated into the host community’s development plan without the endorsement of local
government. The Institute of Social and Medical Studies (ISMS) and Indochina Research and
Consulting (IRC) (ISMS & IRC, 2011) conducted an evaluation, using qualitative data from
different communes in Thai Nguyen province to assess the first 60 piloted clubs, and found
that participation of the local authorities was crucial to the success of the clubs. In particular,
once the Party committees and local authorities were interested in the ISHC, they would
facilitate conditions to set up the clubs, and direct activities of relevant stakeholders to
produce optimal results for the local older persons.

The green light to establish ISHC is given by the commune’s People’s Committee.
After the Prime Minister issued Decision 1533/QD-TTg (dated 2 August 2016) on national
replication of ISHC, the number of clubs increased significantly, from 980 in 2016 to 1,145,
1,518,and 1,900in 2017;2018;and 2019, respectively (Figure 3). In addition, more provinces
and cities allocated their own budget to invest in ISHC to supplement the host community’s
contribution. As a result, more quality ISHC were founded, and this significantly expanded
the benefits of the clubs for Vietnamese older people (VAE, 2019).
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Figure 3: Number of ISHC, 2006-2019

Source: Authors’ compilation, using VAE and HAV reports (various years)

ISHC have the target to provide legal support to at least five persons a year (whether
they are club members or not). Activities include providing consultation, identifying needy cases,
helping to complete paperwork, or reporting issues to a higher authority. Local government works
closely with ISHC to ensure that eligible older persons receive social security and benefits (ISMS
&IRC, 2011; World Bank, 2019).

Local authorities also support ISHC operations directly. When a consensus issue is
identified at the monthly club meeting, the matter is then forwarded to the authorized level
through dialogue or official letter. Consultations are held at least twice a year by inviting local
government leaders to the ISHC meeting to listen directly to members’ opinions, and these are
organized through the Association of the Elderly (AE) or club leaders (Figure 4).

Local authorities also provide support by sending capable resource persons (e.g., legal
staff or other specialists) to make clear and concise presentations to the ISHC or CMB. The goal
of these presentations is not only to deliver the technical content on law and policies, but to
explain how these impact on older people’s lives and how to access local support mechanisms.
As legal knowledge can be difficult to absorb, the method of presentation is very important. ISHC
have developed an elder-friendly and participatory education method, which ensures that the
audience is not simply lectured to. Instead, the participants are frequently engaged in short
quizzes, role play, group discussion, etc. Bonus points are given each time someone shares an
opinion or poses a question, without any need to be concerned about being right, wrong, judged,
or criticized. At the end, the group with the highest point total receives a token gift of

appreciation.
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Figure 4: ISHC has amplified the voice of older people at the local and national levels

Source: Authors’ illustration, based on ISHC design and practical activities

Notes: ISHC — Intergenerational Self-Help Club; AE — Association of Elderly; DAE — District
Association of Elderly; PAE — Provincial Association of Elderly; VAE — Vietnam Association of
Elderly; IGA — Income-Generating Activities

Concluding remarks

Like many other countries in Asia, the Vietnamese population is aging quickly,
resulting in an increasing number and proportion of older persons. Thus, protecting rights
for older people has become more important than ever. This article showed that the
government of Vietnam is actively protecting the interests of older people, especially the
disadvantaged groups, by investing in community-based organizations such as ISHC, which
have emerged as a comprehensive and effective model. ISHC are helping build capacity of
host communities by engaging older residents in decision-making, and ensuring that their
opinions are considered. Once older people are informed and empowered, they are not only
able to take care of themselves, but also contribute to the socio-economic development of
their own communities. Local government is playing an important role in facilitating the
legal and practical support of ISHC in protecting rights of older people. However, given the
limited resources, there is a mounting unmet demand for more sustainable solutions, in both
financial and managerial dimensions, so as to provide a comprehensive package of benefits
for older persons. To achieve this vision, along with the leadership from the central

government in developing ISHC, the active role of local government is paramount to
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mobilizing and coordinating enough resources to meet the needs of all older persons in the

community.
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Introduction

“Primary Health Care” was from Alma Ata declaration by the World Health Organization
(WHO) in 1978. This declaration aims to drive the world communities to rush to develop the
health service system of each country to be able to protect and promote the health of all
populations in the world equally based on the development which is linking with the
development of economy and society of each country. Besides, the definition of health is not only
without diseases but also covers the state of happiness and completeness in all physical, mental,
and social aspects. Furthermore, being taken care to have good health is considered as the basic
right of human beings (WHO, 1978). According to the declaration mentioned above, it is found
that the World Health Organization defines the meaning of Primary Health Care which covers the
organizing of services at the first stage or primary level to offer the services which respond the
communities and people’s needs. Therefore, it makes the policy of Primary Health Care become
the most important strategy through the health development not only clarify the orientation of
the health development the most but also clarify the social ideology that it is not the privilege
for someone of some groups only (Cueto, 2004). The management methods according to this
policy in all countries are different. For Thailand, the principles and methods of Primary Health
Care have been applied as strategies for developing health since 1978 and it has been developing
consistently and respectively. This is because the highest goal under the principles of Primary
Health Care focuses on the good health of everyone, concordant with the slogan of “Health for
All'in 2000 (B.E. 2543)”, by using the existing service unit engaged at the first stage in each area,
which is, public health station. The major role of the station is to provide people with low incomes,
including those who live in the rural areas, access to necessary health services. The management
of the public health station has been successful, but it has also encountered problems and
obstructions. It has been changing according to the contexts of society, economy, politics, and
culture. The clearest change occurred on 29 December 2008 by the government team led by
then Prime Minister Abhisit Vejjajiva. They emphasized the improvement of the public health
service system to have more quality and efficiency by raising the public health station to become
the Sub-District Health Promotion (SDHP). The SDHP encouraged local citizens to become public
health personnel in order to return and work in the locality, including developing Village Health
Volunteers (VHV). Hence, 9,9 70 Sub-District Health Promotions have been established
throughout the country (Ministry of Public Health, 2015).

Therefore, Sub-District Health Promotion is regarded as a type of essential Primary Care
Unit (PCU) of the Ministry of Public Health, throughout the provinces in order to strengthen the
health service. This is considered the heart of helping people access health service equally,
thoroughly, qualitatively, and in accordance with their financial situation. Furthermore, the
service providers themselves find their work rewarding. The primary service system, therefore, is
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known as “near home and near heart”, which is accepted by people and society. Its major mission
is to inclusively maintain health and enhance people’s capacity to maintain their own™ health
and that of their family and community, with a standard of quality in accordance with the
appropriateness of each area’s environment. The personnel in the primary service system have to
treat the health of people in their area of responsibility continually and holistically, be capable of
integrating the treatment in terms of health enhancement, disease protection, first aid for any
diseases or health problems which are frequently found in the management areas for chronic
patients, the invalid, or the dependent persons in the communities, as well as to treat patients
during their last hours to die peacefully and deserve their dignity of human beings, and the service
has to be based on caring by humanized heart (Starfield et al., 2005). Hence, service quality is
concerned as a key and taken an important role for the Sub-District Health Promotion in order
for being the primary care unit near home and near heart. Donabedian (1980) divides the service
quality of hospitals into 3 main components. Structure is the characteristics of physicians and
hospitals such as the sufficiency of resources, instruments, and other equipment, qualifications
of physicians or health personnel, hospital status, including the type of management, budget,
and structure. These can be compared as the necessary input factors of health service. Second is
Process. Process consists of interactive components among physicians or other medical
personnel, patients or clients, etc. that combines the activities within the group or among the
groups of service providers. Finally, is Outcome. This is the users’ health conditions, changes of
health conditions, both present and future, including the mental and social changes which might
be factors of health conditions, as well as community impacts. The Canadian Council on Health
Facilities Accreditation (CCHFA, 1999) defines service quality as “a measure of the extent to
which the team delivers service in accordance with expressed or implied promises to its clients.”

There have been no literature reviews of the service quality measurement for the Sub-
District Health Promotion in Thailand. Furthermore, there has been no empirical information over
the last ten years identifying the service quality development indicating that the SDHP is a
primary service unit close to patients, family, and community. Moreover, it perceives or
acknowledges contexts, limitations, and environments which might affect the health conditions
of the patients in the community. These are the crucial factors regarding advantages of whether
patients’ health care is superior to the government hospital in the city or private hospitals with
more potential. Thus, the researcher is interested in assessing the service quality of the SDHP
affecting the decisions on service selection.

The study was carried out in Nakhon Si Thammarat province because it has the most
SDHPs in the southern region, covering 23 districts and 165 sub-districts and is responsible for a
total of 1,580,687 people (Nakhon Si Thammarat Public Health Office, 2017). In addition, this
research compares areas of the SDHP are situated both in densely and sparsely populated areas
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(divided according to urban and rural areas). The Service Quality Model (SERVQUAL) created by
Parasuraman et al. (1998) was used as the instrument for measuring the service quality.
SERVQUAL includes five dimensions for service quality measurement: tangibility, reliability,
responsiveness, assurance, and empathy.

The research results were applied in the strategic plan for developing the service quality
according to the density of the SDHP. In view of the fact that most SDHP hospitals are located in
urban areas with a large population, they have received government funding that does not
correspond to the cost of providing services. This causes losses and a lack of liquidity. In contrast,
SDHP hospitals in sparsely populated areas result in higher cost of services per population. These
problems contributed to difficulty in arranging services (Tungkasemsamran, 2015). Since medical
care is an important factor for quality of life, the government is responsible for providing equality
of service and equal access to public health services.

Research Objectives

1. To assess the factors of service quality for the Sub-District Health Promotion (SDHP)
in Nakhon Si Thammarat Province, according to the area density of hospitals; and

2. To compare the perceptions and expectations of the service users toward the service
quality of the Sub-District Health Promotion (SDHP) in Nakhon Si Thammarat Province, according
to the area density of hospitals.

Concepts and Theory

Concepts and Theory About Service

Service is defined as activities or operations for facilitation. It is activities that are done as
an individual or a group to respond to others’ needs (Kotler & Keller, 2012). Service is similar to
a product, consisting of delivery side and receiving side. However, services are different from
products because they are: 1) Intangible; 2) Heterogenous, dependent on each individual’s
service provider and service users’ needs; 3) Inseparable, the production and consumption occur
simultaneously; and 4) Perishable (Sabine, 2012).

The service users can make a decision on the quality of service during the time of service
or after the service has been delivered because the production and consumption occur
simultaneously (Gronroos, 2001).

Concept of Service Quality

For the concept of service quality according to the perspectives of Groonroos (1997) and
Zeithaml et al., (2003), the provision of services happens between the service provider and service
user. While Parasuraman et al. (1985) identify service quality as a result between the perception
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and expectation of the service users since service is considered intangible, which makes the
assessment of service quality more difficult than the assessment of product quality. Service
quality happens during the time of delivering the service. The service quality in customers’
perception is from the process of customers’ assessment by comparing the perception of service
delivery and the customers’ expectation, whereas the concept of Buzzell and Gale (1987)
indicates that service quality is an issue as mentioned above. Service quality is complicated,
depending on the perspectives of the consumers, often referred to as customers. Service quality
is the ability to respond to the needs of service business. Service quality is regarded as most crucial
for being superior to a competitor’s business. Offering service quality in accordance with the
service users’ expectations is critical. Service users will be satisfied with if what they receive is in
accordance with what they expect or need.

Thus, service quality can be used in assessing the concept of the service users by
comparing the expected service to the perceived service from the service users. If service providers
can give the service in accordance with the service users’ needs or can create the service which
has a higher level than expected by the service users, the service users will be satisfied with the

service (Parasuraman et al., 1988; Fitzsimmons & Fitzsimmons, 2004; Kotler & Anderson, 1987).

Theory of Expected Service

Parasuraman et al. (1988) found four factors affecting the expectations toward service
quality: 1) individual need; the service users’ needs as individuals; 2) verbal communication;
opinions of the service quality gained from friends, relatives, or acquaintances who have used the
service; 3) previous experience; it might be either satisfactory or unsatisfactory experiences; and
4) external communication; advertising and public relations, media news and information relating
to the products in order to persuade and motivate the behaviors of service users or news receivers.

Perception Theory of Service Quality

The researchers studied and applied the theories of academics who have defined the
meaning of service quality perception by linking with the suitable service quality. Antioned and
Van Raaij, (1988) suggest that the perception of quality comes from the customers’ expectations.
The products or services will reach high quality whenever the customers’ needs are concordant
with their expectations. For the perception of high quality of products or services, customers will
consider the appropriateness of use, durability, safety, convenience, trust, and frequency of
service. The considerations will be qualitative when the customers have compared the real
perception with the expectation toward that product or service. Moreover, Gronroos (1997) argues
that the service quality perception consists of two characteristics; technical characteristics or
results and duty characteristics or relationship of the process. For the technical quality, customers
will consider which techniques the service providers use to satisfy the customers basic needs. The
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perception of good quality occurs when the customers’ needs are concordant with the perception
they have experienced before. If the customers’ expectations of a product or service are high, the
expectation toward that product or service is influenced by marketing communication, word-of-
mouth communication, organizational image, or the customers’ need. The duty characteristics
will be based on if the service is as good as the previous experiences of the customers.

Methodology of the Study

Service quality (SERVQUAL) is an evaluation form developed in 1985 by Parasuraman et
al. as a service quality assessment. The quality of the difference between the expectations of the
user and the perception of the service is measured. The concept comes from the marketing
theories of Gap Model or Gap Analysis Model, as shown in Figure 1.
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Figure 1. SERVQUAL health quality assessment model
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There are five gaps occurring in each stage:

Gap 1-Positioning gap; it is the difference between the service users’ expectations and
the perception of the service providers about the service users’ expectations toward the service
quality. The service providers might not realize the crucial factors. The gap affects the assessment
of service users toward service quality.

Gap 2-Specification gap; this is the difference between the service providers’ perception
toward the service users’ expectation and the service users’ needs toward the service quality
regarding regulations and standards about the service quality. This gap affects the service quality
in the service users’ perspectives.

Gap 3-Delivery gap; this is a gap occurring from the service providers between the
regulations and standards relating to service quality and real service given to the service users.
This gap affects the service quality and real service given to the service users. According to the
service users’ standpoint, this gap affects service quality.

Gap 4-Communication gap; it is a gap occurring from the service providers who provide
the service to the service users and commmunication with the service users in terms of the service.
The external communication affects the service users’ expectations. This gap affects the service
quality from the service users’ standpoints.

Gap 5-Perception gap; this is the difference between the internal perception of the
service users and the service expectation, which explains the difference between the service
needed by the service users and the real service received by the service users. From the factors
affecting all four gaps above.

The gap of quality (Gap 5) is regarded as the major principle of service quality. The
difference between the service users’ expectation to get the best service and the real service they
receive is considered as the crucial concept of this SERVQUAL assessment model. The narrower
the gap, the better the service quality. Therefore, the service users have to reduce Gap 5 to as
little as possible in order to provide excellent services to the users.

The service quality from the service users’ perspective can be considered from the
expectation and perception of the service. SERVQUAL was developed in 1988 by Parasuraman et
al. It has been widely accepted and used to assess service quality. Assessing service quality
according to the concept of SERVQUAL is divided into two parts, which include service
expectation and service perception. Previously, service quality consisted of ten aspect, with the
number later decreased to five aspects, which are: 1) Tangibility; the external aspects that can be
seen by the service users such as facilities, equipment, and instruments, or surroundings where
the services are provided; 2) Reliability; services without any errors, in line with the promises given
by the service providers; 3) Responsiveness; speed of response, willingness to offer service, and
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capability of solving problems quickly; 4) Assurance; resulting from service providers who are
knowledgeable and have the potential to give service, giving service politely, and the ability to
communicate with the service users effectively; and 5) Empathy; interest in and caring about the
service users’ needs. The SERVQUAL depends on two parts; customers’ expectations and
customers’ perceptions. The data from the questionnaires were used to show the level of service
quality, which is the difference between expectations and perceptions toward the service (gaps in
service quality):

Service Quality = Score of Perception Service — Score of Expectation Service

[Service Quality = PS — ES]

If the scores of services perception is higher than the scores of services expectation, or
the scores result of service quality becomes positive (PS > ES), it can be interpreted that the
service quality is at a good level or the service users are satisfied. If the scores of services
perception is equal to the services expectation (PS = ES), it can be interpreted that the service
quality is at a moderate level. Furthermore, if the scores of services perception is less than the
scores of services expectation, or the scores of service quality become negative (PS < ES), it can
be interpreted that the service quality is at a low level or the service users are unsatisfied. The
SERVQUAL is useful for assessing all service qualities such as the services of hotels, restaurants,
banks, health providers (e.g., overall services of hospitals), etc. Applying the SERVQUAL to assess
service quality helps the service providers realize the Gap-5 according to the Service Quality
Model used to explain the service quality. It can be used to adjust, improve, or develop service
qualities to be better and able to give service in accordance with the service users’ expectations.
The structure of the conceptual framework is to study the service quality of the Sub-District
Health Promotion (SDHP) in Nakhon Si Thammarat Province from the synthesis of the concept
and theory of Parasuraman et al. (1988), as shown in Figure 2.
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Figure 2. Research Framework

Data Collection and Sampling

Data collection and sampling in this study was carried out using a cross-sectional
method. The population was 67 Sub-District Health Promotion Hospitals (SDHP) in Nakhon Si
Thammarat Province, consisting of 147 hospitals in 14 districts. The sample group was selected
by using Multi - Stage Cluster method as follows:

Stage 1; This was organized by district areas, categorized into two aspects, which
included the districts that had abundant Sub-District Health Promotion Hospitals, which was
defined as more than 20 hospitals (3 districts) and rare Sub-District Health Promotion Hospitals,
which were less than 10 hospitals (11 districts), for a total of 70 hospitals.

Stage 2; These were randomized according to the distribution proportion of the sample
group to cover every area in each district by using the Stratified Random Sampling method. The
criterion used for stratification was a number of hospitals in each district, with 50% of all hospitals
located in each district selected.

Stage 3; Simple Random Sampling of each district by drawing lots in order to get the
abundant Sub-District Health Promotion Hospitals of the 3 districts, which consisted of 35
hospitals, and the rare Sub-District Health Promotion Hospitals, consisting of 11 districts and 32
hospitals. This provided a total sample of 67 hospitals.
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Stage 4; The researcher selected the Purposive Sampling method by determining the
sample group in the Sub-District Health Promotion Hospitals, 10 persons each, for a total of 670
participants.

Stage 5; The researcher used the Accidental Sampling method with the people who used
the service at the Sub-District Health Promotion Hospitals during the time of data collection. The

details are shown in Table 1.

Table 1. The details of Sub-District Health Promotion Hospitals (SDHP) in Nakhon Si Thammarat

province

Areas of Sub- Population Size Sample Group Size

District Health Hospital Population Hospital Population (person)
Promotion (person)

Hospitals

Dense 77 (from stage 2) 545,414 35 (from stage 3) 350 (from stage 4)
Sparse 70 (from stage 2) 358,714 32 (from stage 3) 320 (from stage 4)
Total 147 904,128 67 670

The instrument used was a questionnaire using the concept of service quality developed
by the researcher, by adjusting information from the relevant literature with the instrument of
service quality assessment from SERVQUAL. The questions covered all five dimensions used for
determining the service quality; Tangibility, Reliability, Responsiveness, Assurance, and Empathy.
The contents were adjusted as appropriate, and the quality of instrument was found out by
examining the content validity by having the questionnaire examined by experts before the actual
data collection. Finally, the language and content coverage were considered, as well as
calculating the questions by the Index of Item Objective Congruence (I0C) method. Questions
that had the value of I0C > 0.5 (Kline, 2011) were selected. The results from the Item Objective
Congruence (I0C) revealed that it had values between 0.66 - 1.00. The researcher then tested
the adjusted questionnaire to analyze the reliability to find out the a-coefficient. The value should
have been between 0.60 — 1.00. It was found that the reliability of perception was equal to .75,
.75,.74,.80,and .81, whereas the reliability value of the expectation was equal to .82, .80, .85,
.88, and .86. The overall reliability of this questionnaire was .95. There was internal concordance
and its reliability was at a high level, which could be used with the real sample group (Cronbach,
1990). The statistics used for data collection included frequency, percentage, mean, standard

deviation, and paired t-test. The data collection was between April and June 2019.
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Research Results

The analysis results of mean and standard deviation of the real perception toward the
service quality factors of the Sub-District Health Promotion Hospitals (SDHP) in Nakhon Si
Thammarat Province in each aspect, by categorizing according to the degree of density of
hospitals, it was found that the service users had the real perception of service quality at a high
level through both areas. Table 2 shows that the Sub-District Health Promotion Hospitals located
at the dense areas (X) =3.89,S.D.=0.642) had a perception of service quality lower than the
Sub-District Health Promotion Hospitals located in the sparse areas (X) = 3.92, S.D. = 0587.). The
details are shown in Table 2.

Table 2. Mean and standard deviation of real perception toward the service quality factors of the
categorized by health dimensions and the density of hospitals.

Health Dimensions Dense Zone Sparse Zone
X) (S.D)  Perceptions X) (S.D) Perceptions

1. Tangibility 368  0.502 High 3.95 509 High
2. Reliability 386  0.649 High 3.60 546 High
3. Responsiveness 394  0.709 High 3.94 659 High
4. Assurance 394  0.729 High 4.00 650 High
5. Empathy 404 0625 High 4.13 571 High
Average SERVQUAL Score 389  0.642 High 3.92 587 High

In Table 3, the results of the analysis of mean and standard deviation of the expectation
level toward the service quality factors of the SDPHSs, according to the density of the hospitals, it
was found that the service users had the expectation toward service quality at high levels through
both areas. The Sub-District Health Promotion Hospitals located in the dense areas (X) = 4.78,
S.D. = 0.398) had expectation of service quality higher than the Sub-District Health Promotion

Hospitals located in the sparse areas (X)= 4.70, S.D. = 0.447). The details are shown in Table 3.

Table 3. Mean and standard deviation of the expectation level for the service quality factors
categorized by health dimensions and the density of hospitals.

Health Dimensions Dense Zone Sparse Zone
X) (S.D) Perceptions X) (S.D) Perceptions

1. Tangibility 479  0.398 Highest 4.66 490 Highest

2. Reliability 478 0412 Highest 4.63 459 Highest

3. Responsiveness 481  0.387 Highest 4.75 418 Highest

4. Assurance 482 0372 Highest 4.73 434 Highest

5. Empathy 474 0424 Highest 473 437 Highest
Average SERVQUAL 4.78  0.398 Highest 4.70 447 Highest
Score
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Comparing the difference between the real perception and the expectation of the service
quality factors of the SDHPs in each health dimension, by categorizing according to the density
of hospitals, it was found that the SDHPs located in the dense and sparse areas had the difference
of the mean between the real perception and expectation as in each aspect as a whole equal to
-0.89 and -0.76 respectively. When considering the service quality factors in each aspect of the
SERVQUAL, it was found that the SDHPs located in the dense and sparse areas had the mean of
real perception less than the expectation (PS < ES). It can be shown that the service of the SDHPs
had less quality than the satisfaction expected by service users. The service users of SDHPs
located in the dense areas had the satisfaction less than the service users of the SDHPs located
at the sparse areas. The details are shown in Table 4.

Table 4. The difference between the real perception (PS) and the expectation (ES) on the service
quality factors by categorizing according health dimensions to the density of hospitals

Health Dimensions Dense Zone Sparse Zone

(PS) (ES) (PS-ES) (PS) (ES) (PS-ES)
1. Tangibility 368 479 -1.11 3.95 4.66 -0.711
2. Reliability 386 478 -0.92 3.60 4.63 -1.03
3. Responsiveness 394 481 -0.87 3.94 4.75 -0.81
4. Assurance 394 482 -0.88 4.00 4.70 -0.67
5. Empathy 404 474 -0.70 4.13 473 -0.60
Average SERVQUAL 389  4.78 -0.89 393 4.69 -0.76
Score

The question items of each aspect which had high gap in order to show that the Sub-
District Health Promotion Hospitals in Nakhon Si Thammarat province have to improve their
service quality in each aspect in order to improve, as shown in Table 5.

Table 5. The improvement of their service quality which classify by sparse zone and dense zone of

hospitals
Dimension (Sparse Zone) Difference
1. Tangibility
1.1 Sub-District Health Promotion has up-to-date instruments and equipment; -1.50

1.2 Sub-District Health Promotion has sufficient facilities (such as seats, water, and

equipment used for health care, etc.) -1.22
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Table 5. The improvement of their service quality which classify by sparse zone and dense zone of

hospitals (Cont.)

Dimension (Sparse Zone) Difference
2. Reliability

2.1 The personnel of the Sub-District Health Promotion give the standardized and good -1.30
treatment and correctly according to the academic principles;

2.2 Sub-District Health Promotion has entirely services and is in line with the health
problems. -1.23
3. Responsiveness

3.1 The numbers of personnel of the Sub-District Health Promotion are sufficient for the
services; -1.31
3.2 The personnel of the Sub-District Health Promotion give the services on time -0.78
according to the appointment.
4 Assurance

4.1 The patients feel safe and sure that getting treatment at the Sub-District Health -1.27
Promotion can relieve their symptoms;

4.2 The personnel of the Sub-District Health Promotion can explain the symptoms, -0.72
causes, methods, steps duration, and treatment alternatives, as well as the practices after
getting treatment, which make the patients feel confident through the treatment.
5. Empathy

5.1 The personnel of the Sub-District Health Promotion give service with polite words -0.81
and manner, including calm and friendly;
5.2 The personnel of the Sub-District Health Promotion pay attention, respect, and give -0.73
precedence.
1. Tangibility

1.1 Sub-District Health Promotion has up-to-date medical instruments and equipment; -1.43
1.2 The internal environments of the Sub-District Health Promotion are appropriate for
giving treatment to the patients (such as cleanliness, ventilation). -1.08
2. Reliability

2.1 Sub-District Health Promotion has entirely services and in accordance with health -1.15
problems;

2.2 The personnel of the Sub-District Health Promotion give skillful services and can -0.97
inform/answer the questions clearly.
3. Responsiveness

3.1 The personnel of the Sub-District Health Promotion have the readiness and help -1.00
patients with quickness and correctness;

3.2 The personnel of the Sub-District Health Promotion give services on time according -0.97

to the appointment.
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Table 5. The improvement of their service quality which classify by sparse zone and dense zone of

hospitals (Cont.)

Dimension (Sparse Zone)

Difference

4. Assurance

4.1 The patients feel safe and sure that when they get treatment at the Sub-District
Health Promotion, their symptoms will get relief.
4.2 The personnel of the Sub-District Health Promotion can describe the symptoms,
causes, methods, steps, duration, and alternatives of treatments, as well as the practice

after getting treatment, which makes the patients feel confident to the treatment.

5. Empathy

5.1 The personnel of the Sub-District Health Promotion give opportunities to ask the
questions and they are willing to reply to all those questions;
5.2 The personnel of the Sub-District Health Promotion pay attention and give

precedence.

-0.98

-0.95

-0.89

-0.88

Table 6 shows that in terms of the testing results of research hypothesis by using the
Paired Simple t-test method, it indicated that the service users of the Sub-District Health
Promotion Hospitals (SDHP) in Nakhon Si Thammarat province had the real perception and

expectation toward the service quality differently. The expectation was higher than the real

percept in every aspect, in both the sparse and dense areas. This is in accordance with the

hypothesis with a statistical significance at .001 level.

Table 6. Hypotheses testing of mean differences between dense and sparse zones

Dimensions (Sparse Perceptions Expectation
. o t- value
Zone) X) (S.D) X) (S.D) p
1. Tangibility 4.04 0.352 4.66 0.301 29.787*** .000
2. Reliability 3.60 0.267 4.63 0.238 55.156%** .000
3. Responsiveness 3.94 0.417 4.75 0.365 28.015%** .000
4. Assurance 4.02 0.411 473 0.391 25.417%** .000
5. Empathy 4.13 0.362 473 0.392 21.944%** .000
Dimensions ~ (Sparse Perceptions Expectation
- - t- value
Zone) X) (S.D) X) (S.D) p
1. Tangibility 3.68 0.307 479 0.352 47.372%%* .000
2. Reliability 3.86 0414 4.78 0.365 37.258*** .000
3. Responsiveness 3.94 0.508 4.81 0.364 29.856*** .000
4. Assurance 3.94 0.542 483 0.322 28.217%** .000
5. Empathy 4.02 0.310 475 0.352 27.444%%* .000

* pvalue =.001
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Discussion and Conclusion

The typical service users at the Sub-District Health Promotion (SDHP) in Nakhon Si
Thammarat province: most were female, ages between 41 — 50 years old, graduated high school,
worked in agriculture, and had monthly income of between 5,001 - 10,000 baht. The analysis
results of the Mean and Standard Deviation of the level of the real perception toward the factors
of service quality in the hospitals both in terms of service users’ dense areas and sparse zones in
each aspect, revealed that the perception of the service quality was at a high level in both areas.
For the Sub-District Health Promotion located at the sparse zones, the service users perceived
overall service quality at the highest mean. Mean and Standard Deviation of the expectation level
of the factors of service quality in the hospitals in both dense and sparse zones of the service
users in each aspect found that the level of expectation toward the service quality at the highest
level for both dense and light areas. For the Sub-District Health Promotion located at the dense
zones, the service users had the expectation of the overall service quality at the highest mean.
The service users of both zones had the expectation that the Sub-District Health Promotion
should have up-to-date medical instruments and equipment the highest level (Gap 1.43, 1.50;
Table 5). When comparing the real perception to the expectation toward the service quality of
the Sub-District Health Promation for both areas, both dense and light areas had the difference
of real perception and overall expectation of -0.89 and -0.46, (Table 4), respectively. When
comparing the service quality of each item of the SERVQUAL, the Sub-District Health Promotion
for both areas had all five aspects of service quality, with a Mean of real perception less than the
expectation (PS < ES) (Table 4). It indicates that both dense and light areas had service quality
lower than the satisfaction expected by the service users (Table 5). This is because the trend of
health service needs has been increasing according to the changing numbers and structures of
populations, including the one and all health insurance system. However, most of the Sub-District
Health Promotions had the limitation of potentials and effective mechanisms on management,
which made them unable to give service proactively in order to provide health care effectively,
including sufficient and effective nursing services. This is because the Sub-District Health
Promotion has to give services to people of all ages, in nursing homes, private homes, and in the
community, as well as patients of all ages. Thus, it makes for a large number of service users. The
Ministry of Public Health has improved the services for public health by investing to developing
the government health system in all standardized levels and to develop the network of delivery
to reach efficiency that can link both government and private sectors. The health insurance
system is not sufficient to meet the service users’ needs, not reaching a sufficient and thorough
quality, including having various alternatives. For this kind to happen, the government has to
increase the potential of the Sub-District Health Promotion to develop the public health system
in order to offer the qualitative services that people can access, including being able to respond
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the people’s expectations until it leads to the satisfaction and participation in managing health
according to the standards of a modern public health service system. This is in accordance with
the concepts of Lewis and Booms (1983); Gronroos (1997), and Voon (2006) who agreed that
service quality is what the customers expect to receive from services. If the service can respond
the service users’ needs, it will cause the service users to be satisfied with, feel loyal to, appreciate,
and return to use the services repeatedly. According the research results, the service users had
the real perception less than the expectation toward the service quality. This is not in accordance
with the concept of Parasuraman et al. (1985) and Reichheld and Sasser (1990), who said that
service quality was a result of service users who were satisfied. Good service quality would rely on
the realization of the service users received exactly what wanted and perceived that it was better
than expected. For this concept of good service quality, the service users had to have the real
perception higher than their expectation.

These results were accordance with Anbari and Tabaraic (2013), who studied service
quality in an Iran hospital, using the concept of SERVQUAL, confirming that patients had real
perceptions less than expectations. These results were similar to Pepraph and Ataraph (2014),
who assessed patient satisfaction using SERVQUAL model in a study of Sunyani regional hospital,
Ghana. Papanikolaou and Zygiaris (2014) studied service quality perceptions in primary health
care centers in Greece. Moreover, the results are also similar to AlFraihi, Famco, and Latif (2016),
who studied measurements of quality of hospital service via SERVQUAL model. Regarding the
above researchers, all indicated that the service quality of the hospitals was at a low level or the
service users felt unsatisfied. This is regarded as assessing service quality of the service usersin a
negative way. Hence, it is necessary that the Sub-District Health Promotion increase the service
quality in order to get a positive result from the service users through the quality assessment,
which will lead to good results, satisfaction, loyalty, and repeated use of the service. This can
reduce the congestion of service use in city hospitals and reduce the burdens of the service users
from the travel expenses and time wasted due to travel.

Recommendations

Assessing service quality of the Sub-District Health Promotion (SDHP) in Nakhon Si
Thammarat province by using the SERVQUAL model found that it had lower service quality than
expected by the service users in every aspect (PS < ES) throughout both areas. The highest
expectation was wanting the Sub-District Health Promotion to have up-to-date instruments and
equipment. Hence, to increase the potential of service, it has to build a good health service
system, increase the confidence of the service users about equality of access to the technologies
of medical instruments and equipment, which includes medicines, medical products, vaccines,
and medical technologies that are qualitative, safe, effective, and efficient. The Ministry of Public
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Health has to organize up-to-date and suitable instruments and equipment because the
structures of Sub-District Health Promotion have been expanding the services increasingly. It is
necessary to survey the requirements for medical durable articles, including the medical supplies
and medicine, in order that the health care can be entirely covered. This will aid in making the
Sub-District Health Promotion reach potentials of service users’ health care, which is increasingly
complicated. The goal is to allow all people to be able to access health care quickly, on time, and
safely, which will result in a reduced rate of illness, including the death and disability rates. This
makes the citizens have a good and healthy and live in a happy society.
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Abstract

The objectives of this study were to study the transformation process and the potential effects of
being a smart city in Khon Kaen Municipality and the adaptation of citizens in a transforming to
a smart city. The author adopted a qualitative research design. Thirty key informants who were
representatives of the project executive, business persons, community leaders, civil society
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sampling. Data were analyzed via a content analysis technique. The author found that the
transformation process of being a smart city began in 2013, with the development focusing on
seven aspects: (1) smart people, (2) smart living, (3) smart education, (4) smart environment, (5)
smart economy, (6) smart mobility, and (7) smart governance. The key informants perceived that
being a smart city would have positive effects, including people having more opportunities to
learn, the use of modern technology in controlling pollution, power saving from having clean
energy, reducing expenses, as well as adjusting the townscape for a better quality of life for
people. Most of the young to middle-aged people have adapted to technologies that have been
developing in various fields and are prepared for being the smart citizens in the future.
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Abstract

This research aimed to explain the waste management problem in Ranong province as a border
town and to analyze the waste management potential of local governments in Ranong in four
dimensions: personnel, budget, management, and materials. Using field research, the author
collected data via observations, document research, and in-depth interviews with 15 key
informants from the local governments in Ranong and 10 citizens in the area. The author used
content analysis, triangulation technique, and descriptive interpretation to analyze data and
present the findings. The research found that the waste management problem is common in
border towns and Ranong also has this problem. Local governments in Ranong province have the
potential for waste management in terms of personnel, budget, and materials, but still lacks an
effective management system. This study reflects the need for a unique form of waste
management for the area and recommends the establishment of an agency to research and
develop innovative waste management in all border towns.
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Abstract

This research aimed to study the concepts of leadership and leadership styles that make a
successful organization. By analyzing relevant documents, the authors found that for any
organization, whether government or private, factors that help drive the organization to be
successful are leaders who are capable of high quality work, are concerned for their employees,
and are adaptable to change. However, for an organization to have a leader with the right
leadership skills when it is needed is not an easy task, especially in the midst of complexity and
uncertainty, because there is no leader who has complete knowledge and is good at everything
in every situation. Understanding the concepts of leadership is, therefore, crucial for organizations
that need to develop and nurture the best and most prepared leadership for the needs of the
organization. Organizations have also become more complex: they do not have the freedom to
operate without being affected by external factors. Every part of the organization is affected by
economic, social, political, and cultural factors. There is no system within the organization that
will be independent, not relying on nor being involved with external factors. In addition, the
success of the organization must also rely on leaders who are competent and have good
management skills.
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K11 anf
wiasiiolunsuivis
NS

ﬂ'l‘IN‘I/IZ Uszans wamamuwawswwmanan‘lﬁﬂu

HUUAIZHUNVBIUTEN Uenanlnu 31An

waANssUA1ILALN (Leadership Behavior) veeu3en unneniny $1ia L‘waiwmswmu
aflLiﬂamqmmﬂmmsmmwumhNmmmammsammumsmmum umﬁwmummqmanm
wiumsvihmuduiin msvinusutugdusesdimnudivendivletu weideru filouazamywd
Fuusalunsvinnu seathminglunsvinnudundn Sfaueiludeun néiiesudsunag
auasmapnan uazdonduinfiveunisideudognaeana

wuuN1ERUN (Leadership Style) oA nanwzuadEUu1 (Personality Characteristics)
Y09UTEN Unanentiy $10 Suduusnagdesiinnuimuansalunisinuiisuinveu e
ddihifenudauansolunuiuiiRudfesilinaanmindeienndlévdutyn
wazyanaduivzlivonsu wardondudedneiid Saundminy nd1da ndavi Sainy
nsefotedu fdnuazviinied undeula fgadulunisvihen Badesadeudve detedures

1
a o

BIANTT TNFINFNMLNZEL TAIn1gEe HAnsITULaE3esT5ulUNTYINNY uashdAnyfos
< ¢ 1 1 ¢ 1
weaiuUsglovildunuunnituselovidiuny

amumiiﬁﬁtsaﬁiaéﬁﬂ (Situational Favorableness)

ANUFLWUS Iz UUNIEHUNAUUsEANSHan3 e ud15avesus ¥n unenanlny
I1in Yuduivesddszneunainuatsluaniunisal uazlassyesausznaudifty 4 daull
JazdunRall
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1. ANNANNUS SERINEA UGS o5 [AUIAUUY YT

namisusssnAvesnguLasiuARvesandn uasnseouiuiiiiviediin e
gldarudrlinnda inswidetie uasdianudelusagiin anuduiusasdulunaia usdn
Aletauslilinga ldidete wasianuderulusgld v utymdon auduiusas
Hululumeitlaid eeudsm unnentniy e EliguTmsdossaihianssuvesadnaiy
wiinauegsaiaLe 1wy Aanssunsdeasutiuninouidi (Moming Talk), Aanssuaiug
A, Aanssufund, fanssunudesdsassdusest udu

2. laseas19n15n9

U3 vnenlnu $1in TlassadmsviheunsonsUsdudymndaau iunuuiuis
TngsgautunsUsdudywliinu 5 9u imsusuninesunarhfilduluaulaseasawesweedng
Tuwsiazansau wu enenuihends vseaenudinanu Wudu

3. 9119 lud W aYesRI

N13AvDIBIANIHIATIEsNdaLIEnI TR uTyr e R TR Ty damdiuna
Tngsumisiosansueumneligiilunmsiaslissauazadneglddsiudauniiaudaau
funiigunalassduiadulunuszidsudetaduuesesdns vinldaaunisalideuszlevise

LY

U lunsvinnuseusmsnuliussgaud manenamuall

LY

1A594 1UNI5USHISIANISVDI99ANTS

1. Key Performance Indicator (KPI)

KPI e w5 esilofildnuasUssidiunanisaiiuelugusiig o idideyveoing G
ansnuannaluteyalusuvessiauiloasiioulssansnmuas s ansualunsufdhn
Ya09AM Vi omitenuig q neluesdnis yuues 4 Frufifnadenudiiavesesdnig
(@25504 gNBVRIAINNT, 2548)

1. 138391UN15¥U (Financial Perspective)

2. yuNDIPUgNAT (Customer Perspective)

3. 143,Ju’eNﬁﬁuﬂSSUQUﬂﬂﬁmﬂ’ﬁﬂ’]EfLu (Internal Perspective)

4. yuuaﬁmmaﬁauiumﬁ@um (Learning and Growth Perspective)

2. Kaizen

o | . 9 3 o 4 A | o =
A171 “Kaizen” tduAnNA g Yu 1uadn n1sUsuU§e (Improvement) 6911aLLen
ANURLNIATUNYNALAITLENLA 2 ANAD “Kai” wuadn n1sidsuuuad (Change) wag “Zen”
o v & a Aaca ) & . 3 a
uladn A (good) AstunsilasuLlatlunanfnAen1sUsuUTaTiues Kaizen LUUULLNAASITUA
waziudrundslunguinmsuimsgUu GaleusssuviiniesunisilanuiuvinldaugJuid
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anuiEnfuReveulunsiaedirliynegedndululnesviuminfingansoriilddenis
Usuuearing o WAt liiesdusedudinusssriurdomsvie

ALIMIBYRY Kaizen Ao Msvirnudsaugnsies a5 Ussndn Uasads dunsuay
ayn violundneg1einAe nMnaLELLANUTEANEA Y991 Tgain 3M (Man Machine
Material) Faiduminennsmensudmanldlunuegaiiussansnm @s1aid fnnd, 2552)

3. Quality Control Circle (QCC)

Quality Control Circle (QCC) Fauvatn NFUTMSIAENITATUANRAMAINYTBNGUAMNTN
AB NFUTMSNUALIRGAY NTZUIUNMINERLAaLNARER T LA WEINUAINUADINITVEIGNA
Aerdeadetormuamuunsgiuiiadld nefidmnetestusarantiomnisgadui
AOAU AUINUNITNGR 1AM TV LagHanaAfanTsungu As Ausuiieslalunsvinnu
vieatrmanumudiminedeusznoudieguing wiinou 33 wsesdng i3edld
sudaunginaus uazdu 9 Aanssu QCC Ao Aanssuitadeusiuiieslalunsitnuieate

e e3P

naulilanunImaudmue lnensaungageay uasmanvsuislann uaiszaudyan
uilvusuugaas g et dussuu Ardtnunn vinei Aaautivieanuuze 9
YoaWAnSnsivomsuimsTinssueudemsvesusinavieduints (anws tiesd, 2554)

AIAHIU QCC ﬁaqmﬁwﬁﬂmwaﬁgﬁmmuﬁq (Deming Cycle) Tumsaniiueuds

Usgnoude 4 tuneudioiufie 1. n1311auku(Plan : P) 2. MsUFUR(Do: D) 3. nsmI9aoy
(Check: C) 4. m3uAlausuUa(Action: A)

4. Total Productive Maintenance (TPM)

Total Productive Maintenance (TPM) uUa31 nsUngesnyviawuuynAuilaIusiu Ae
wsnsiiolumsuivsdiamsnadnis Seuegfudnunzuazveuinvesnsilluld Tnefidwine
aegnegfinsuiuuanadugrivesesdnis iuantoenunguvesnmninuesdudn (Product
Quality) NFaAKAEAIUANAUNU (Cost Reduction & Control) nsdaNauiingaaan (ontime
delivery) M3daasudanndeuuazanutasnie (Safety and Environment) n1setiuns TPM
vnassdesifanssudunuglude iediunaasuviedudnidudnonn iy nisand
Aanssu 5 i3 5s Activity msthszuunmsemuaudientsueaiiu (Visual Control) Msfinfiszuy
oafuauiianann (Poka — Yoke) uifnseriaimstimatiamsienssugnannns (IE Technique)
sldRannsavild Vailiedunsanaugade (waste) lunszuiunmsuasvdonsudmsnms
wAn Faduuumisluanssuunswanuuuunenaugeyde (waste - free production) édn
yanils Whmnegeanues TPM Ae wssdngidugus (Zero Breakdown) vaadeidugue (Zero
Defect) wazguRimedueue (Zero Accident) (350 gndvasianis, 2548)

5. Competency
David C. McClelland (1973, 814@itlu g

¥

29409AUTENOUVDY Competency 14 5 @l ¢

(%

ey Saisssulai, 2548) ldasurumnumiiey
i
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1) skill: AsfiympansgyinldfuasiinuftRniduusssauAnaumiungy wu fusves
weulunmsgaiulaglivilieuldddndendudssanmmsau

2) Knowledge: ANUSAWIZAUYDIYAAE LU AIUTAIHITINY AINFAILNITUINIS
AT,

3) Self-concept: WAuAR AlsuazAUAATLAETUMENYnTewYE oAkTiyARa
\Woimueaiiu 1w Self-confidence Aufifirudoiulusuosgezdioimussannsoudly
Yaynmeing o 16 1 Dudu

4) Trait: yadndnunrUssnfvesyaaa Wudsiosuisiayaaadiu wu widueud
undefeuaslindlald vienidnwasdugin Hud

5) Motive: usagslaviousstunielu deinliyanananinginssuiiyslugdeiiiu

Y
'

Wneven 1wy yaraiisanad i3a (Achievement Orientation) inrausaivsnadivime
waznereieilidiianutimunediaall aaensuneieusulsRisnmshnuresmues
MADALIAT

lngau Competency fia A3113 (Knowledge) inwe (Skill) wagAmuanyuzdIuyAaa
(Personal Characteristic o Attributes) vinliiyaaagiuinauluausufinvouveanulédinis
{5 (ensnl ginewug, 2547)

AUA52VD909ANS

AUANSAUDIBIANTT USenoumie

1. UszdAnsua

AuMIEvesUsEAnENa Ao Auddalunisiiannsaduiumsitmiiuaganin
ussauivnesing o flesdnsrmualy

p9fn1sTiTuszAVENaRe asdmsiidimslininennsednedfiaaiieliussgnsuf ifny

a 1

Tusgaugs Ml esrUsznoudelitinUss@nsuauaiasan1stuegiussuuia q aall 1) nslu

U
o @

Asrtanutimneuasnagsesedanuiielinuussauaduia 2) Aflsudatiunanis
UFURIIL wARHA AN U3N13gnéN isuuazanuBeveju 3) neinfTideviniia 4) iy
MIUIMsAnsawds 5) yaansiiléfunsgdlansed danugniu finwsuazauBeneu 6)
fuemiifiusganduariinsesdns neldnsauauiidluanudaudaivievus 7) a¥eannu
nasuethestoflouioasedd 6 LAZAIULAIEYIDNIIN 8) AUENUITOIUNITNDUAUBIDYN
nndwelomauargUassadanndoumeuen 9) auannsalun1sdanisnisasuniasd
Uszauaudi3a uag 10) Mngruninsduiituazsuufidmsumstiyd nsdanisuaznis
AuANAlYETN

U52@N5nan9ANnI35 (Organization effectiveness) 11UAIUNUIE AD AIIUAIUITA
(Capabilities) v0walun1sussgeuing Ussainvesesnns lnen1sussendmuiuiAnves
Kaplan and Norton (1996) Ussnausiie 4 fu laun 1) funisidiu 2) fugsuusnis (gnan) 3)
Frunszurumsdamsmelu uae 4) SrumsSeuiuazian Tediseesdon il
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1. Us2@nSnan1un15[¥u (Financial perspective) nunefia AuaIunsaveIniieauly
N13USMIsIVUTEINLagnSWeINTog1aliuseansan Ussuda Wssla anunsausnisdanis
n$nenTaseduan ielunsassnsulsznuuasnne nsluguuuusng o denadeafiu
Wrneridlussezdunayssore1e9096nS

2. Uﬁuamﬁmamumwsms (aﬂm) (Customer perspectlve) ANUENINTaVRIILIBULY
nsasueuielaungAededumssiiumsvesmisnuiy

3. UsgAndnaniunszuiun139anisaislu (Intemal process perspective) Nune i«
anannsavesvthenulunssuiunsidedestunsuimsnigly dadnsiiesed ns
fvuaninennsfigoamslumsuims wu Msuimsnuinnms nsadaasUgnilunfediy
AGIIN 935U RLAANNTA nsUssAuRuA LTS aneluesanis msatuayuli
yaannsldsunmseusierinnudlnl 4 Tasanedumeluladansauma 1ud

4. UsgdnEuaniun1st38usuasWaiun (Learning and growth perspective) 11884
auansovessniluszazem Tumsdnfiunuiifortumsianiyaang nmsdadsuuas
atfuayulviypainsmelussdnisfamsiioud uasaundnonmaessuoaieusslovilums
USRI UAaveulFesned waraieuasyinndiliuesdmslueuian

= = O (-] -]
AS0IYBIUSEN UNenanlnu 319A

U e, 2561 U3 vnenlny 977n Ianvualdmngvesesdnisly 5 dnu fe

1. Cost (siunw): g e Ussndasuyu (Saving cost) 34.29 a1uum Mlaess 41.71
GRINTAY

2. Delivery (Msaauau): iminne Ae dewauriunanissay 100 vinlda3sevay 100

3. Quality (Aaunn): tWmnne Ao andyminisirasdualifiuiesas 5 vilaass
Jouay 3

4. Safety: (A1uUansie): 1muie Ao gURimelunisvinnudendugud vinldniy
WhmneRerinnulidifingUimelunsvinau

5. Moral (A1uswela): 1w Aie Anunawelalunsvinuvesninnudesnnndy
Sovaz 80 vilfia3eseuay 85

2. Uszansaan

AMUNUIYVBIUTEENTAIN (Efficiency) Ao NamNa wag Use@ndnw FeuszAnSaw
mmmfmiﬁmﬂwmaﬁﬁmui’mqﬂizmﬁﬁﬁaqma%ﬂmmm e 1) Usvansamlulifves
Alga1e MsoRuUN1IHER (Input) 2) UssanSamluiifivesnssuiunisnisu3ms (Process) wae
3) UsgAnsnmludfveinandnvisonadns ﬁqﬁuawmﬁaﬁjﬂmmmmaﬁumﬂis?{w%mw A9 KHa
msUftRnuduuaudmng fadiamduiusserinatadeind uasnssuiums wan Togld
nnennsTidualunssan uasdinannanniign (nsassd loundnemsd. 2556)
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3. mwﬁawﬂwaagnﬁ'ﬁ

o

N3daea1IN1INaIANAI g UslnAiAN1S3aN NM3ENsU LARAUNINSlY 1asaIn

v
(% Y o a

wuguslanvzeanliuasmuasdudaiusdudinedndulatonselide uas aylesnuniu

u
7 a

euadvdanildudi deazeonld 2 uuu Ao nsau mneds fuilaainanulinela fu
M9UIN Mueie Juslnaiaanunwela (@3 2eduami, 2542)

auwela mneda euddnvdoviruafvesyanaseddadmi Tnsemasdululuds
mMsUssiliuArinusanvderiruadtudululumein vie nsau aruddnvieviauaily
e Wuanudaniidetudedanugy Usimananund TéSumsmevauesesauysel
Asuite ussaaaannelussiunistedaiy uandiifuanmaeseuianelaludaiudeg
widndumuddniiusmanaiuge fianunnd ldsunsmevauesdiauysainsudund el
ussqaesfmnglusedunilstedaiu Avefianusdnvderruailunsau wandiiuaninues
aruilifawelasesiy eufaelaoradsuutaduldmunanan wazaniunsaiuindey
u o fivAsuudadly

AUNINelIUBIgNAN (customer satisfaction) Aa ANUFANEUAVIBRANTIWBIGNAIDY
dleanannslFeudisutsyansnmnisvinauaiewesiud wie nalssTowiasewesdudnii
Lin91N135UFA8AULBY (product’s perceived performance) ﬁuﬁnﬁQﬂﬁwﬁumwﬁfﬂ(butter’s
expectation) sefumuenelavesgnéasiiinn dnauselomifuldsuannandasiaianss
fudsfinamants druseansamnisinnuvesdudniunuiimanigndasiaanunaela
andasrniuiuaTAudiuauduanuinidennaudluilaamaeuismeneudsaudlif
fusEavBnm mavinnunssiuiignéneemidliiie e

= a o o @
AS6IYIUSEN Urananlnu 31AA

Wmnevesesdnisiensuanuiswelavesgnd fe deaunninfesas 80 (3 2561)
leasedoay 90 Usnoumuaumi o 4 U Ao

1. ruanusuiielufanssuiignéndeswe aeludl 2561 gnéwerusiuiiomnsiavin
10 Aanssu ilévianun 10 Aanssu W Aanssumeiunnutasasds (Mademenunmséumga
Susmeluanuiiufifiow sy

2. sunsadenaunsana leslud 2561 fn1sdaneunsaiaInifow sniuhausaIAL
2561 fifinsdseulinsaa 1 afq

3. frunnninvesdudi Tagludl 2561 fimsndndudldnnnimasnu Spec. ignén
AU

4. drusen Tnelull 2561 gnénfesueanstmaudinu 5 Ay annsansuauesansIATli
anénle 4 afe
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amziuatudisevssadnig

aadnsvzUszaunadSaldmuimnefismunlasdodinnud fayiuniswan
yaanslitinneiindia finsesdefivalinsduimdeunsinauiugithmnesuiidimal
Tneavnglutlgiuiitsdesfinisamuuarduadudmuneluladasslmifissdoadunivmm
g rannuasiendostunsuimsdanisminennsuyedaielm insinudulueggnies
s uaziusyansnmuasiueyfunzdiwesypransiliuddey msszthesinsliussau
wad S agedosduiumsal (Fugnav Feassiuu, 2558)

1. fiindesiimsfoansiidussaninm msensdeansiidasdisantyilunmsvinenli
ffovas uarandmanudaudanielussdnmadae Snisdahonouaussanudosmnisuesgndn
ag195UsEANS AN

2. fundesdieudifentumaluladaislmivagannsouuszgndvdousuldnielu
29AN5HA WU TUATEUIUATETININS BATEUN1waIUELIUSLATY VDO Call, Line 158 A5
AneusuntumaluladdnassnwAdiansiiniaiiouas (Virtual Reality) 15001514 Smart Phone
e edsayania Intemet titonsvihnuiinndiusioaniunsnl uasneuauadsie
AufaInsresndldsIng setagtuiinsudatumegsiaas Tasfineuauesnnudoans
vasgnaldsinsniauiufldiou Snisdadunsuseudananazanauianaeluns
vinnuadlel

3. giideadlaunummiinfivesues yufsnsdadulaluaniunmsaifmnganluns
faztiatesiislumsuimstamsatslnldnnussandldluesdng wu nsfmuadmang
AM3inuTaeisng I KPl w3e OKRs (Objective Key Results) videUSuaswaiesilonsesdng
qﬂﬂﬁzﬂumﬁmamTﬁLﬂuﬁzUUé’quﬁammﬁu W3BN15%1A9n351 QCC, Kaizen, TPM 1ion"S
Usuumsvhendliissansnmanntu Wus Snismssinaulaliaenadestuanunisal iy
madunsiunsenediuanuasaseideniudinfitune 3awandeua Tneane
anumsaivnsuenulasadsdgudindulatnazrinliuianunsaliaiieals

4. Jugihiduuliernuddyiuay usaninferesauiivhaouasdoaduginia
AuARaENaTIs TufsansniauUssaunuiuauduld wu nmadudiinlunsdiiun
AonssudaaisAnsamlunisinen wu Aanssu QCC Kaizen TPM il titeussqimune
flasAnsimuald QCC Kaizen TPM w3 on13i1muainyzaI1ua@1115a (Competency) d195u
wifnuluusagsumaiielinmainnuussalimneegsiussansnm Smisundesiiuungn
Give and Take iflusia¥unasdls Tnsassoadugfuitatnduudonalag gl sdudoyuld
wueuwAsly q lumsvhediuntu

5. fuindsiiderminilnauasdaugshufiazaseesdnslidi Tneasdasiuiiy
ganvvetesdnisifianusuiieseuredinuuanduiinstuiunadeuuasyuvuseudng T ngau
viondnfamnidulinsudanedonniolivhatssssuni uasdosdsssunvialunissniy
§3N90 8
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TUNGUgRANMNTTHENLIUALAE HARTUATUENUIUS INTIZgAETNTTUNARTUA L LAY
Hugaamvnssuiifanudidsonsiaunassgisvesssmalngogtann sidlugunisndn
nsmane N33 msvannAlulad uazarudenlesiugaamnssusiaiiedu 4 Snuane
Uz Tudnumsasuussndlneduguinumesdneueuiilaniesnsuddiu glsu
uazeunuvile gramnsunAntudneusudiidugramnssuiiteudenlosiugeamnysy
wansneudidustnann luanmearnudesnislisnsudiunniuiduussimauasnassmnad
it ligaamnssundntudineusudiiuuntulude fedu asdinlddnningdily
gRAMNITIARTUALUB LR TAIEE N InTegRanssuUsanETnsldneTulas
asfelmlunndu iendnsosudiiuaiofinisldnaluladlv q wntu Sedlanusndugosd
yaansfifanudauaunsolumaluladasislminuludie aiuAfessdesdimatannme
Frivdoyaanseuglufetiues uenanifindwedesdianuannsoldisoaiios q lums
uimseniliussgdnsannutminede lddnsdueiesiielunisuimnanisndnnie
@11n9u 1 U KPIs Kaizen QCC TPM 58 Competency LUusiu sauiissioadnlalunszuiunis
Umaninenauyediie Sssinmsasdediinuddfunmaianiyaanadududuun des
aswesdnsidauiue fssuunsinnuiia fedesilo gunsaling 4 egnafismeuasiiuali
fidreatfuayuanasylinmehauduluautivme suinisaiausemedalunmsian
virlsimiinaudanuguuagusagelalunsineu Sssuunsanuduiusie nsdearsniglu
sdmsiivszAnsam fetadomaiiiavdmaliosdnmauszaunadianutmneiis el s
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