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Abstract

The automobile industry in India is the tenth largest in the world with an
annual production of approximately 2 million units and is expected to become one
of the major global automoebile industries in the coming years. It is also projected
that Indian market will stand at the third highest position by 2020. The present
study has been carried out to evaluate the customer satisfaction,. factors affecting
decision making and the perception of customers towards advanced features and
safety measures. To get the primary data, the samples were selected from the
progressive state of Maharashtra. It was observed that majority of the customers
were males within the age group of 20-50, with a strong preference for petrol and
diesel cars and fuel efficiency as the important parameter. It is revealed from the
survey that majority of customers are unhappy with the aftersales service. Hence
companies should take into consideration the above findings while designing their

offering

Keywords: automobile industry, customer satisfaction, perception of customers

Introduction

The automobile industry in India is the tenth largest in the world with an
annual production of approximately 2 million units and is expected to become
one of the major global automobile industries in the coming years. It is also
projected that Indian market will stand at the third highest position by 2020. It is
also surprising to know that by 2014 the Indian passenger car market will leave
behind the pioneer auto country like Japan. A number of domestic companies
produce automobiles in India and the growing presence of multinational investment
too, has led to an increase in overall growth. Following the economic reforms of
1991 the Indian automotive industry has demonstrated sustain?d growth as a

result of increased competitiveness and relaxed restriction.
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Market analysis:

The Indian car menufacturing industry has experienced strong double
digit growth in recent years. The Indian car manufacturing industry had total
revenue of $225 billion in 2010, representing a compound annual growth rate
(CAGR) of 22.8% for the period spanning 2008-2010. In comparison, the Chinese
industry increased with a CAGR of 24 4% and the Japanese industry declined
with a compound annual rate of change (CARC) of -2.2%, over the samie period, to
reach respective values of $79.6 billion and $170 billion in 2010.

Industry production volumes increased with a CAGR of 18.2% during 2006-
2010, to reach a total of 2,871,240 units in 2010. The industry’'s volume is expected
to rise 10 3,348,500 units by the end of 2015, representing a CAGR of 3.1% for the
2010-2015 periods. The table given below shows the scenario of automobile industry

from 2003-2004 to 2009-2010

Table No. 1

Category 2003-04 | 2004-05 | 2005-06 | 2006-07 2007-08 | 2008-09 | 2009-10

Passenger Vehicles 902,096 | 1,061,572 | 1,143,076 | 1,379,979 | 1,549,882 | 1,552,703 | 1,949,776

Commercial Vehicles | 260,114 | 318,430 | 351,041 467,765 490,494 | 384,194 | 531,395

Three Wheelers 284,078 | 307,862 | 359,920 | 403,910 364,781 349,727 | 440,368
Two Wheelers 5,364,249 | 6,209,765 | 7,052,391 | 7,872,334 | 7,249,278 | 7,437,619 | 9,371,231
Grand Total 6,810,537 | 7,897,629 | 8,906,428 | 10,123,988 | 9,654,435 | 9,724,243 | 12,292,770

Automobile Domestic Sales Trends

(Source: SIAM - Report of SIAM - 2010)

The table no. 1 clearly depicts the annual increase of the domestic sale in
automobile industry. Considering the base year 2003-04, there was an increase in
sales by 15 percent in 2004-05. The next year of 2005-06, it has been increased by
30 percent ie., increased of 15 percent compared to the previous year's sale.

Similarly in the year 2006-07 it went up to 48 percent by an annual increase of 18
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percent compared to the last year. The sales figures of the year 2007-08 shows 41
percent increase in comparison with the base year sale. But compared to the sale
of 2006-07, there was decrease in sales by 7 percent. Again in the year 2008-09,
it simply increase by 1 percent and went up to 42 percent. Above all the sales
figures of 2009-10 shows a huge increase in sales and it is 80 percent compared
to the base year and 32 percent increase compared to the previous year. All these
figures indicate the continuous increasing sales trend in Indian Automobile market.
The increase in sales trend had been lgoomed up in the year 2009-10 may be
because of the entry of multinational automobile manufacturers in Indian market.
Similarly, the Indian manufacturers have also introduced the multiple brands
with wide variety of features. The another reason behind increasing sales trend
since last 4 to 5 years is also sought on account of the liberal economic policies
of the Government which allowed the entry of private financial institutions in the
Indian capital and money market. To face the competition with private financial
institutions, the Government and Semi Government financial organizations have
simplified their money lending procedures and diluted the terms and conditions.

These all reflected in increasing sales trend in the Automobile Industry.

Objective of the study:
The objectives of the research are -

1) To evaluate the customer satisfaction and its dependent variables.

2) To understand the factors affecting and persons involved in decision
making process.

3) To access which version of cars is preferred by the customers in the
study area.

4) To study the perception of customers towards advance features and

safety measures in car.
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Data Collection:
Primary data collection:

The Questionnaire method and interviews of the stakeholders have been
undertaken for the collection of primary data. To get feedback of the customers
the sample size decided was 575 and 425 from Pune and Aurangabad of
Maharashtra state respectively. Out of the selected samples 550 respondents and
370 respondents from the study responded to the questionnaire. This sample size
is taken in to consideration the total number of registered owners of the vehicles

from Pune and Aurangabad cities after 2005.

Data Analysis

Table No. 2

Age group of the Respondents.

Aurangabad Pune
Age Group Frequency Percent | Frequency | Percent
18-35 years 184 49.72 249 45.27
36-50 years 137 37.04 204 37.09
51 years And above | 49 13.24 97 17.64
Total 370 100 550 100

The table no. 2 given above indicates that the majority of the customers in
Aurangabad are in the age group of 18 to 35 and 36 to 50 years. This class consists of
86.76 per cent of customers. In Pune this age group consists of 82.36 percent. This
shows that the major customers in the study area are under the age gToup. of B0 years

and below.

10
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Gender of the Respondents:
The gender wise buying preferences of the respondents have been incorporated

in the present research under following ratio:

Table No. 3

Gender of the Respondents

Aurangabad Pune
Sex Frequency Percent | Frequency | Percent
Male 299 80.82 417 75.81
Female | 71 19.18 133 24.19
Total 370 100 550 100

The gender bias has been observed in the responsiveness of the subjects. Male
are more in numbers showing ownership of cars than the women. The table no. 3
validates this point. It is observed that the ownership of cars in the name of women is
19.18 percent in Aurangabad and 24.19 percent in Pune but maximum use of these

cars is done by their husbands. It is merely because of distribution of assets.

o
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Table No. 4

Educational Qualifications

Aurangabad Pune

Education | Frequency Percent | Frequency | Percent
Iliterate 21 5.67 038 6.90
Primary 34 9.18 24 4.36
Secondary | 29 7.83 42 7.63
Degree 153 41.38 207 37.63
PG 128 34.59 161 30.00
Technical 05 1.35 78 14.18
Total 370 100 550 100

The table no. 4 indicates that only 5.67 percent and 6.90 percent of the
respondents are illiterates in Aurangabad and Pune respectively. 17.01 percent
and 11.99 percent of the respondents have been educated up to primary and
higher secondary level. 76.97 And 67.63 percent of the respondents have completed
their degree and post-graduation. Respondents who have taken technical education
are more in number @ 14.18 percent in Pune city. The data makes it clear that
most of the respondents owning cars are highly educated and in turn placed at a
good position on sailable pay packages. It is surprising to know that illiterate
and primary level educated respondents have also shown their share in ownership
of care the very reason is that though they are illiterate or having education up
to primary schooling are doing well in business. Some customers havin'g technical
(ITT's) background have contributed their share in owning the cars in both the

study areas.

12
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Table No. b

Income group

Aurangabad Pune
Income Frequency Percent | Frequency | Percent
Group (P.M. in Rs.)
20000 to 50000 59 . 15.94 095 19.27
50000 to 80000 97 26.21 63 11.45
80000 to 100000 161 43.53 219 39.81
100000 above 47 12.70 154 28.00
Not Reported 06 1.62 19 345
Total 370 100 550 100

Income plays a vital role in purchasing of luxury goods. And when it
comes to purchasing a car it has a direct bearing on buying behavior of an
individual. From the above table it is clear that 43.53 percent respondents of
Aurangabad and 39.81 percent respondents of Pune fall in the income group of Rs
80000 to 100000 per month. There are respondents whose income is Rs 100000
and above contribute to 12.70 percent in Aurangabad and 28.00 percent in Pune.
Out of the total respondents 25 respondents have not responded to this question;
the reason may be that they don’t want to expose their income. As far as the
Pune city is concerned; respondents having income above Rs 80000 are more
than that of in Aurangabad; it may because of more expose of industries in Pune
city. There are many I. T. companies who are giving very high pay packages to

their employees. This is evident from table no.5 given below:

13
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Table No. 6

Occupational pattern

Occupation Pattern Aurangabad Pune
Frequency | Percent | Frequency | Percent

Farmers 14 3.78 30 5.45
Businessmen& Professionals | 147 39.72 195 35.47
Govt. servants 81 21.89 144 26.18
Corporate employees 104 28.13 171 31.09
Others 24 6.48 10 1.81
Total 370 100 550 100

The table no. 6 illustrates occupational pattern where agricultural related
respondents are 3.78 percent and 5.45 percent only.
respondents is from business and professions and i.e., 39.72 percent and 35.47
percent respectively. The respondents working in corporate sector contribute
their share 28.13 percent and 31.09 percent in the study area. From the facts and
figures; it can be analyzed that the ownership of cars is dominated by persons
engaged in business and professions followed by the persons engaged in corpaorate
gector. The respondents holding positions in Govt. sectors have shown their

interests in owning the cars. Their contribution in possessing the cars is

considerable.

14
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Table No. 7

Version of Vehicle

Sr. Version Aurangabad Pune
No.
Freq. Percent Freq. Percent
1 Petrol 141 38.10 gl 57.63
2 Diesel 191 51.62 172 31.28
3 CNG/ LPG 38 10.27 61 11.09
Total 370 100 550 100

Use of fuel is one the most important criteria in decision making of buying
a car. In the study area only petrol, diesel and LPG fuel is available. As far as the
use of petrol is concern the respondents of Pune prefer petrol version cars 57.63
percent. On the contrary, respondents of Aurangabad prefer diesel cars 51.62
percent. No doubt there is considerable difference in the price of petrol and
diesel but still some people prefer petrol cars. The respondents of Aurangabad
seem to be price minded and hence go for diesel cars. The use of LPG is 10.27
percent in Aurangabad and 11.09 percent in Pune. The very reason for this is
that the car owners find it difficult to fill their vehicles with LPG when they are
in the city. It is to be mentioned that there are only 2 LPG stations in Aurangabad
and 11 in Pune. And most of these stations are functioning out of Municipal
Corporation limits of both the cities. It is to be noted that; gone are the days
when diesel vehicles where causing more pollution and vibrations. Now with the
progressive development in science and technology it has reduced to a large

extent where diesel vehicles are made available in Common Rail Direct Injection

(CRDI) category hence preferred.
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Table No. 8

Satisfaction Level in Fuel Efficiency

Sr. Aurangabad Pune

No. Frequency Percent Frequency Percent

1 Fully satisfied 179 48.63 287 52.18

2 Partly 75 20.27 104 . 1892
Satisfied _

3 Partly 62 16.78 73 1327
Dis-satisfied

4 Fully 31 8.37 47 8.54
Dis-satisfied

5 Cannot 23 6.21 39 7.09
satisfied
Total 370 100 550 100

Consumption of fuel is a sensible factor on which the buying decision
rests. It is a recurring expense to be borne by the car owners. And therefore this
factor is to be considered very seriously. It is very serious that frequent increase
in the fuel prices is disturbing/collapsing the monthly financial budget of the car
owner. It is observed that nearly every car owner is conscious of fuel efficiency
of his car. At the time of purchase decision he is very much interested to
compare all the vehicles which he intends to buy. After purchasing the vehicle
he should check whether the mileage claimed by the car manufacturing company
come true or not. The table No. 8 depicts the reality as far as the customer
satisfaction towards fuel efficiency is concerned. It is to be noted that 48.37
percent respondents of Aurangabad and 52.18 percent respondents of Pune are
fully satisfied with the fuel efficiency of their cars. But 20.27 percent respondents
of Aurangabad and 18.92 percent respondents of Pune are partly satisfied. [t
means that they are not happy with the mileage as claimed by the car company.
It is surprising to know that 8.37 percent respondents of Aurangabad city and

8.54 percent respondents of Pune city are fully dissatisfied with the fuel performance
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of the car they are driving. It indicates bad sign on the part of the company and
its marketing efforts. These unsatisfied customers may spread their negative
feelings to prospective customers against the car and the company and it may

affect the market in future.

Table No. 9
Safety Measures and Advance Features
In an answer to the question on safety measures and advance features like

airbags, proximity censors, power windows, power steering, ABS system, seat

belt and door alarm, the opinions of the respondents are mentioned in the following

table:

Sr. Opinion Aurangabad Pune

No. Freq. Percent Freq. Percent

1 Extremely Imp. 64 17.29 219 39.81

2 Very Imp. 93 25.13 102 18.54

3 Somewhat Imp. 109 29.45 84 1527

4 Not very Imp. 45 12.19 108 19.65

5 Not at all Imp. 59 15.94 37 6.72
Total 370 100 550 100

The Table No. 9 indicates that 40 percent respondents of Pune city are
putting emphasis on airbags, censors, power windows, power steering, and ABS
system. There are on the contrary that around only 17 percent respondents of
Aurangabad city are in favor of all these modern features and advance safety
measures. 25 percent respondents and 19 percent respondents of Aurangabad
and Pune cities respectively rated this question as very important. 16 percent
respondents of Aurangabad and 7 percent of Pune consider that these features
are not at all required. The mentality behind this opinion is to avail these facili-

ties they have to pay more. Considering this situation it is observed that the

e
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respondents of Pune city possess a modern approach towards safety and driving
pleasure and hence they are ready to pay more amount of premium. While dis-
cussion with the respondents of Aurangabad city nearly 28 percent respondents
stated that it is waste of money, and such type of advance vehicles need heavy
maintenance costs. They further gave the example that the power windows get
disturbed frequently and hence need heavy maintenance cost for its alignment.
A question was administered on the respondents in which an attempt was made
to check how customers rate the after sales service facility given by the com-
pany/ dealer. For this; use of rating scale was done. It was based on the service

they get, which is depicted in the table below:

Table No. 10

After Sales Service

‘Sr. Aurangabad Pune

No. Freq. Percent Freq. Percent
1 Excellent 34 9.18 87 15.81
2 Very good 129 34.86 182 33.09
3 Good 47 12.70 120 21.81
4 Fair 107 28.91 91 16.57
5 Poor 53 14.35 70 12.72

Total 370 100 550 100

From the above table No. 10 only 9.18 percent respondents of Aurangabad
and 15.81 percent respondents of Pune are happy with the after sales service
provided by the company/ dealer. They remark that is excellent. 35 percent and
33 percent respondents of Aurangabad and Pune respectively claim the service
to be very good. The respondents who are of the opinion that the service is fair
are 29 percent and 17 percent respectively. 14 percent and 13 percent respondents

of Aurangabad and Pune reported that the after sales service provided by the

18
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dealer is poor and not up to the mark. It means that once the customer purchases
the car, proper care is not taken by the local dealers. Some of the customers
suggested that the company/dealer should give high attention to provide excellent
after sales gervice. It will result in increase in the goodwill of the company/
dealer. And hence the company/dealer may avail the substantial benefits of the
market by increasing the sales volume. Company/ dealer should give priority to

satisfy the customer as the market is customer centric.

Table No. 11

Market share of small car companies in the study area

Sr. Name of Aurangabad Pune
No. the company
1 Maruti Suzuki 49.18 47.45
2 Tata 22.97 12.57
3 Hyundai 07.56 17.63
4 Chevrolet 04.86 5.63 {
5 Other 15.43 16.72
Total 100 100

From the above Table No. 11 it seems that the car company Maruti Suzuki is
the market leader and contributing its share in the study area around 49 percent and
47 percent respectively. The company’s marketing strategies and its policies to give
priority to care for the customer have achieved the success not cnly in study area but
at national level. It has been observed that the company has appointed dealers in all
the districts of the country. Even they have put emphasis on after sales service. The
company has opened service stations at remote places and they are really serving their
customers valuably. The company is still successful in creating its brand image in
such a way that if any customer intends to buy a car he shows his first inclination
towards Maruti Suzuki.

The Indian car company Tata stands second in respect of market share. Tata

is successful in acquiring 23 per cent of share in Aurangabad and only 13 per cent in

19



UNINENFENSINWSUUS

Pune city. While having discussion with Tata owners of Aurangabad city it has been
observed that they are giving preference to diesel version. According to their opinions
Tata Indica is an ideal model. They said that price wise it is reasonable, mileage
performance is better. They again claim that its interior is spacious and it is comfortable
even on country side roads. It was very strange to know that most of the customers
buy Tata vehicles to put these vehicles in taxi business and their customers are
multinational business houses and [T companies. The brand Nano has not shown
paradigm shift in car ownership as it was expeqted and forecasted.

Hyundai; a foreign car manufacturing company has contributed its share in
Aurangabad market and that is 18 percent and it is 14 percent in Pune city. The
rational thinking of customers has pulled down the market share of Hyundai. The
reason which is found while discussing with the car aspirants is that the shape of the
Santro is not that way appealing. The new generation of car buyers dream to have
sleek and cute shape. Taking feedback from the customers; Hyundai innovated its
new i-10 and i-20 models in the shape which has appeal to the customers, but
unfortunately due to high price these two models are not marketable to large extent.

Chevrolet being new in small car market will have to fight for its position
because there are already well established models in the study area like Maruti and
Tata. No doubt the General Motor Company is the oldest and having high regards
over the world, but it seems difficult to get established in the Indian environment.
Decision Making Process

Decision making can be regarded as the mental processes resulting in the
selection of a course of action among several alternative scenarios. Every decision
making process produces a final choice. The output can be an action or an opinion of
choice. Decision making is a complex process for every article but it becomes more
complex and complicated when it comes to high investment luxury goods. While
making decision to buy car information about various models are to be collected and
compared, and then only the final decision is possible. And of course; it is not an
individual decision. Buylying a car is a major decision not only in individual's life but
in family. The person who is aspiring to buy a car can’t avoid the participation of his
family members in the decision making. Every member of a family; even a child who
just began to put his step on the floor is anxious to take a long drive in the car of his

20
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Dad. In general how the members of a family actively get involve in decision making

to buy their dream car is shown in the following table

Table No. 10

After Sales Service

Sr. Aurangabad Pune

No. Decision makers Freq. Percent Freq. Percent

1 Husband& 92 ’ 24 86 146 26.54

spouse

2 Husband, 134 36.23 168 30.54
spouse & children

3 All family 122 3297 223 40.54
member & friends

4 Individual 22 05.94 13 0238

Total 370 100 550 100

From the above table it makes very clear that buying a car is the unanimous
decision of a family. In this process husband, spouse, kids and many a times
family friend are involved. This family friend may be an opinion leader. The
opinion leader 1s a person who is either a technical person or he may be a car
owner. He plays an active rcle and may have direct involvement in decision
making. From thig information an inference can be drawn that the decision
making is mix in nature.

Recommendations:

1. It is observed that the maximum respondents are in the age groups
between 18 to 35 and 36 to 50. The car manufacturing company should concentrate
on these age groups and more focus should be given to fulfill the requirements of
these age groups. Hence more and more customers could be agcommodated in

the car owner's society.
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2. In the survey, it is observed that there is male domination in car
ownership. In this modern society both husband and wife are employed and they
are supporting their family to get financially well established. To have equilibrium
in ownership the automobile companies should give special incentives for the
women who intend to be car owners. |

3. Most preferred version of vehicle is petrol followed by diesel. Petrol
and diesel vehicles have more emission and cause air and noise pollution. By
making LPG/ CNG available on the highways pf the country the vehicles of petrol
and diesel version could be reduced. It is therefore recommended that the car
manufacturers should concentrate on Green marketing and aware the customers
to go for Green products.

4. As far as the fuel efficiency is concerned, it depends upon the car
brand. Some cars are more fuel efficient and some are less. While survey it was
noted that maximum of the customers are looking for a more fuel efficient car.
The company should use advance technology and increase the efficiency of a
car. As the prices of fuel are increasing day by day the customers will prefer only
those cars which will give more mileage.

6. Near about all the car manufacturers have added safety measures in
their cars but at a premium prices. The customer perception towards safety
measures is not so positive and say by adding these; it is an additional burden
and hence do not go for it. Company should reduce the additional cost so as to
have a break-even in safety parts. On the other hand it is also recommended that
Government should provide some sort of subsidy for safety measure parts which
will reduce accidents and save human being from severe accidents.

6. The after sales service provided by the dealers on behalf of the company
is not so satisfactory. There are several complaints against the dealers. The
company should have direct linkage with the customers through E-mail and try
to know from the customers as how, when and for what purpose they did not get
the after sales service satisfactorily. If it happens the dealers will be compel to

give the best possible after sales service.
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7. It is evident from the facts and figures that decision making of a car is
not an individual’s decision. The company should concentrate on the spouse,
children and make display as how this will be their own dream-car.

8. The car manufacturing company should fairly advertise their car. There
should not be any misleading contents. The information provided to the customers
should be very clear and without any work (condition applied). The mileage
shown in the advertisement should match the reality, where some variation can
be accepted.

9. The main concern of the cusﬁomers is fuel efficiency. Company should
advertise in a true way, showing the actual millage considering the road conditions
and driving style.

10.Every car manufacturing company should continuously work on research

and development and to manufacture a green car should be their agenda.
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Abstract

With much of the world concerned about the problems of responding to
the increasing demands of an ever more-informed citizenry, the field of Public
Administration runs the risk of becoming, if not completely irrelevant, at least non-
Tesponsive to the needs of develqpmg societies. This article is an attempt to suggest
areas that need to be considered by scholars of Public Administration in the

years ahead, while paying particular attention to Thailand as a point of reference.
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INTRODUCTION

The history of Public Administration has been, for the most part, different
scholars advocating different paradigms believed to be appropriate for public
administration in a Western culture. Until recently, most books on Public
Administration have been written by Americans, and many of the examples have
been American, too. But, Americans are less than 5% of the world's population,
and what was appropriate for America 5-10 years ago will not be aplc;ropriate for
developing economies in the 21¥ Century. Globalization has forced businesses to
change to meet the demands of competition from other countries. Globalization
will also force the field of Public Administration to change in order to address
new issues and new interests that come to the field from many different countries.
Instead of scholars in developing countries simply learning-and then teaching-
about what Americans write, Americans must learn about what problems/issues
administrators face in a variety of countries, and how those officials have solved
those problems. Failure to do so will result in American scholars (and their

“scholarly output”) becoming irrelevant to most of the world.

So, one change we will see is diversity in outlook. This will be strength,
but it also has the potential to be a major weakness, too. The recognition that
most of the world is not “Western”, will force P.A. scholars to learn about
administration (and the administrative problems) in Asia, Latin America, and
Africa. But, in order to understand how administration works in different cultures,
will require that scholars first learn about those cultures. This has been, sadly,
lacking in the past. In the future, the expansion of the field-the opening of
minds-holds great promise to offer meaningful insights into areas of administration

that have, until now, received insufficient attention.

However, there is a risk, or downside, that diversification of the field may
create. One only has to look at the field of comparative government (comparative
politics) to understand why this might occur. CG scholars wanted to understand
more about the rest of the world, so they went to other couﬁtries and wrote about
those nations. Many came to Southeast Asia and then presented their findings

in such forums as the Comparative Administration Group (CAG). But one problem
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became evident. Even though the CAG concentrated mainly on a specific
geographic area (Southeast Asia), the case studies that were produced were
representative of only specific, individual cultures, or, often, of only small sub-
cultures in a particular country (e.g., a study of a hill tribe in N. Thailand). Thus,
after 30-40 years, there was still little coherence to the field. There was very little
theory building, no agreement on an appropriate paradigm (theoretical framework),

and no common set of concepts that were appropriate for cross-cultural research.

Today, the field of P.A. must face the possibility that, in its attempt to
stay relevant to non-Western cultures, it runs the risk of falling into the same trap
that plagued the field of comparative government half a century ago. If P.A.
scholars can avoid making that same mistake, the study of P.A. can advance and
grow stronger and remain a viable field of study to non-Western cultures in-

tomorrow's world.

One thing about the future that almost everyone can agree on is that the
rate of change is increasing at an astonishing rate and the world as we know it
will be substantially different from what it is today. “Many organizations face a
volatile environment in which change is nearly constant.”’ It has been asserted
that: “The dramatic growth of the Internet in recent years probably represents the
single most important environmental trend affecting organizations and their human
resource practices.”® It is important that universities that offer programs in human
resource development, when teaching about human resource management
activities, “Wprepare managers for the future, not managers who would have
succeeded in a past that no longer exists.” This, along with research aimed at
understanding how to best employ the advantages of governance to achieve
sustainable development, are the major challenges facing the field of Public

Administration today.

! Luis R. Gomez-Msjia, David B. Balkin, and Robert L. Cardy, Managing Human Resources, (Upper Saddle
River, N.J.: Pearson Prentice-Hall, 2007), p. 4.1

? Ibid, p. 5.

* Randy L. DeSimone, Jon M. Warner, and David M. Harris, Human Rescurce Management (Fort Worth, TX
and others: Harcourt, Inc., 2002), p. 527
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At the beginning it should be noted that the most important resources of
any organization are not its' size (number of employees) or the number of pecple
who are severed by the particular Department or Ministry, nor are those resources
modern machinery. In fact, most modern organizations de not even use machines
in the traditional sense. As societies move from production of things to production
of information in the digital age, computers replace tool and die shops, garment
makers, and other manufacturing facilities. In the United States, manufacturing

and the U.S. Bureau of Labor

nd

jobs “..represent only 12%-15% of all U.S. jobs
Statistics predicted that the information and services industry will account for
more than 90 percent of the workforce growth in the next 10 years.’ That same
transformation is also taking place in Thailand, Singapore, Taiwan, Hong Kong
and South Korea.’ In all cases, the most important resources needed to compete
in the modern digital world are a combination of knowledge and bright, talented
people with creative minds who understand that public organizations need to
change to be competitive in the future. Developing human capital, much more
than machines, is the road to the future.” It is important that public organizations

hire-and be able to retain-these kinds of people.

The second ingredient is knowledge. But, knowledge of what? And for
what purpose? In the private sphere, if one were to ask 100 different people in a
large organization those questions, he might well receive 100 different answers.
It is important to remember that each of those answers, at least to some extent,
may be correct. The knowledge needed by top level managers is far different
than the knowledge needed by office or line supervisors. And both of those cases

may differ markedly from the knowledge needed by those members of the

* Robert L. Mathis and John H. Jackson, Human Resource Management (Australia and others:: Thompson,
South-Western Press, 2004), p. 35.

® Dave Patel, “Managing Talent’, HRMagazine 47 (March 2002), p. 112.

% In 2008, the percentage of Thailand's GDP attributable to services passed that of industry for the first time.
Services constituted about 46.2 percent of GDP, followed closely by industry with a 44.9 percent share.
See: hitp.//leweb2 loc.gov/frd/cs/profiles/Thailand. pdf

7 8ee: for example: Tony Waltham, “Human capital the real IT revolution: Power lies in people, not technology”,
Bangkok Post, 20 August 2008, D3.
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organization that interact with “customers” on a daily basis. (“Customers” refers
not only to buyers of retail or wholesale products in the private sector, but to all
consumers of whatever the organization produces. In the public sector, the
government provides a vast range of programs, from medical services and education
to police and fire protection.) This latter type of information (feedback) is crucial
for, as Promoth Sudjitporn, CEO of Asia soft stresses, it is important to “understand

¥ Successful managers of the future

the product from the customer’s perspective.”
will need to make use of the knowledge that exists at all levels of the organization
(and, also, outside of it) to create a smoothly functioning organization capable of

meeting the needs of tomorrow.

In the public sphere, the need is even more pressing as government
decisions and policies affect the well-being and future development of whole
societies. “Knowledge must be treated as a public asset and made accessible to
all because it is a powerful tool for eradicating poverty, misunderstanding, and
suspicion.” Here, the “..1ole of universities is crucial as they are at the very
heart of the knowledge society. The push towards continuous innovation requires
that education and research be closely connected with the knowledge transfer
process.”’”® The Dean of the Carnegie Mellon University Heinz School has stressed
the real IT revolution is: “...about people acquiring skills and knowledge turning
those skills and knowledge into innovation and that innovation into economic
growth and opportunity...not just for themselves, but a large segment of the

11 This means that the field of Public Administration

societies that they came from.
must put aside the practitioner-theorist debates and focus on locking for solutions

to real-world problems.

® Shareinvistor, "How Asia soft stays on top of its game”, Bangkok Post, 25 July 2008, p. B4.

 loan Voicu, “Towards Innovative Socisties; Advancing the objective of innovation is expected to help
bridge the digital, scientific, and development divide between rich and poor countries”, Bangkok Post,
August 12, 2007, Sec. 1, p. 10.

" Thid.

" Tony Waltham, “Human capital the real IT revolution: Power lies in people, not technology”, Bangkok Post,
20 August 2008, D3
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ORGANIZATIONS

It is important to note that the environments within which organizations
will find themselves will be constantly changing. “Change” is going to happen,
with or without guidance. With globalization and the ever-increasing spread of
information (and information technology) in the digital age, the demands placed
on public organizations will be in a constant state of flux. Because of this, flexibility
will be a necessary prerequisite for organizational success in tomorrc')w's digital
world. An organization must be able to adapt rapidly to the changing needs of a
changing clientele.”” Failure to do so, in the private sphere, will result in increasing

customer dissatisfaction and, consequently, loss of market share.

In the public sector, failure to adequately address the demands
and expectations of an ever-more-informed public will lead to discontent with
particular administrations and, if unresolved, may lead to a loss of legitimacy for
the governing system as a whole. Some allege that this has already happened in
Thailand with “political consciousness raised by the events of the May 1992
bloodshed to the drafting of the 1997 constitution...The rhetoric of the red shirt
leaders gives voice to democratic sentiments in calling out against injustice and
double standards. It has gained momentum and support, evolving into a political

" The overwhelming victory of the Puea Thai

movement in its own right.
Party, which won the 3 July 2011 general election in a landslide, suggest that
many Thais are dissatisfied with the old elite that has governed Thailand

since the 19 September 2006 coup.™

* Private companies follow this advice, £.dg., in response to consumer demands for healthier products, Kraft
Foods, Inc. “...will more than double the amount of whole grain in many of its Nabisco crackers..”. See:
Sara Skidmore, "Kraft to raise whole graing in crackers”, Bangkok Post, 28 July 2010, p. BS.

¥ Suranand Vejjajiva, “Undesirable scenarios which threaten Thai democracy”, Bangkok Post, 1July 2011, p. 13.

" See, for example: http://www.channelnewsasia.com/stories/afp_asiapacific/view/1138713/1/ . html
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ORGANIZATIONAL STRUCTURE

The traditional hierarchical model-and especially the organizational model
of many different layers of management all in a tall hierarchy of command and
control-is outdated for organizations in the 21® century. This is true not only for
the private sector. Christensen and Laegreid note: “The traditional bureaucratic
model with little freedom or accountability for results but much‘ responsibility for
following rules, has been an extraordinarily successful and durable model of public

"'® There needs to be a-speedier flow of information between the

administration.
top and bottom of the organization. Advances in information technology have
helped address this problem somewhat, but a flatter organizational structure with
fewer managerial levels is needed to help reduce the “static” that distorts

information flows within the organization

This need to reduce the number of hierarchical layers in an organization is
probably more immediate for private companies, who will find they now have
dozens if not hundreds of competitive companies offering similar products or
services in the global market, than it is for public institutions. This is probably a
fortunate circumstance, because public bureaucracies are historically slower to
initiate system-wide changes than are private businesses facing the prospect of
losing market share and profitability. However, over a decade ago, Drucker noted
that globalization is not a term of which only businesses have to be mindful, it
also affects other institutions such as those involved with education as well.”
Only a decade ago, most university students in Thailand went to public universities.

Today, however, public schools are faced with increasing competition from both

open universities and an ever-growing number of private universities.”

¥ Todd Christensen and Per Laegreid, "New Public Management-Undermining Political Control?”, in Todd
Christensen and Per Laegreid, New Public Management: The Transformation of Ideas and Practice
(Hampshire, G.B.: Ashgate Publishing, Lid., 2002), p. 111.

¥ pater F. Drucker, “Intraduction: Toward the New Organization:, in Frances Hesselbein, Marshall Goldsmith,
and Richard Beckhard, The Organization of the Future (San Francisco: Jossey-Bass Publishers, 1997), p. 3.

" As of July, 2008, thers were 164 higher education institutions under the supervision of the Commission on
Higher Education, Ministry of Higher Education. Of these 164 institutions, 78 were public, 67 were private
and 19 were community colleges. See: hitp://www business-in-asia.com/thailand/education_in_thailand html
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Finally, the physical structure of the workplace will change as well. Many
companies are doing away with fixed workstations. For example, in IBM today,

»18 .
As the advances in

“.four out of 10 staff now work outside a traditional office.
mobile computing and telecommunications become more widespread, this trend
will increase in the future. This means that “workgroups” will no longer be defined
by the proximity of desks; a workgroup of the future may include people in
Chiangmai, Nakhorn Sawan, and Yala, all working together on a single project.
“Most of the programmers on Linus, Apache and Firefox :.have never met each

® In the public sphere, professors from many different

other or the coordinators.”
universities now “team teach” classes over the internet. A teacher at Chulalongkorn
can earn extra pay for helping to teach a course at Suan Dusit (or even in Prathum
Thani or Haatyai). His office (workstation) may be at Chulalongkorn, but his

workgroup may be in several different changwats® at the same time.

SUMMARY

Organizations of the future will bear little resemblance to those of today, and
many of the terms of reference with which we are most familiar (e.g., hierarchy,
span of control, etc.) may have little if any meaning in the world of tomorrow.
Organizations, both public and private, that understand the inevitability of change
and prepare for it-or, better yet, prepare to lead it-will grow and prosper. Those
that do not will exist only as examples in the literature of why organizations fail.
Universities, therefore, can play a central role in training public administrators to

meet these critical needs.

But, up to here, this paper has mainly just dealt with structures of
organizations. While important, they are not the most important aspect. It is the
people of the organization that hold the potential for organizational success or
failure. It is management’s role to harness that potential in positive directions.

The next section addresses that role.

18 Theeranuch Pusaksrikit, “TT mobility changes face of the workplace”, The Nation, 31 August 2005, p. 1A..
¥ James Hein, “A guide for employers”, Bangkok Post (August 22, 2007), p.D7.
* Provinces
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HUMAN RESOURCE MANAGEMENT

At the beginning, it was stressed that the most important resources that
an organization has to enable it to compete in tomorrow's world are its people
and knowledge. But, until recently, the human resource potential was hardly ever
tapped. Indeed, many university programs in administration were mired in the

past.

For example, Gregory notes that prior to New Zealand's passage of the
State Sector Act (1988): Wthe state sector, particularly the Public Service, was
seen to be inefficient, inflexible, cumbersome, and far too bureaucratic in its
preoccupation with process rather than resultsicontrol systems administered by
central agencies inhibited effective management, generally destroying incentives
to perform#.Ambition, the desire to shine or to be different or to innovate, was

narrowly confined by the rules governing advancement.””"

Fifty years ago, Douglas McGregor rejected the Classical approach to
administration. He believed that people enjoy intellectual challenges. They seek
opportunities for self-initiative and for responsibility. Most workers have the
capacity to exercise a relatively high degree of imagination, ingenuity, and
creativity in the solution of organizational problems, but the intellectual potential
of the average worker in modern industrial life is only partially utilized.”* For
nearly half a century, the wisdom of people like McGregor was ignored. However,

in the past 15-20 years that has changed dramatically.

% Rebert Gregory, “Transforming Governmental Culture: A Skeptical View of New Public Management”, in
Todd Christensen and Per Laegreid, New Public Management: The Transformation of Ideas and Practice
(Hampshire, G.B.: Ashgate Publishing, Ltd., 2002), pp. 231-232,

% Douglas McGregor, The Human Side of Enterprise (New York: McGraw-Hill, 1960}, pp. 33-48.
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KNOWLEDGE AND INFORMATION TECHNOLOGY

Much of what one learned as an undergraduate, or even in a Ph.D. program
for Administration, only 20-25 years ago is irrelevant today. It is estimated that
the “...global knowledge base has multiplied such that ninety seven percent of the
collective body of knowledge in the world today, are things we did not know fifty
years ago.”” Today, some businesses are using Knowledge Management (KM) to
“ . turn best practice into normal practice.”” Thinking about management in the
old ways may have been sufficient when most people worked in factories, but
with an ever-increasing number of people entering the digital age, following old

practices is a formula for disaster.

Globalization is bringing about many changes, one of the most important

is the new knowledge/technology. “The ‘company man' of the 1950's has become

n 2B

the ‘digital person’ of the new millennium. A survey by the Society for Human

Resource Management found that :Wthe top resource trend identified was

n2B

technology.”™ This trend is increasing at an ever faster rate, “It has been estimated

that there will be more technological change in the next 50 years than in the last

¥ If a government agency is going to be responsive to the needs of

1,000 years.
the public, it must embrace the advantages that this new technoclogy offers. New
technology will bring rapid change-is bringing it now-to many of the cultures in
Asia. It will help in intra-organization and inter-organization communication.

Wees stresses that employees need to be encouraged to think outside the box, to

* Eugene Aucoin, "Public Sector Reform and the Changing Nature of Public Employment: Motivation and
Leadership”, paper presented to the panel on Public Administration Belween Globalisation and
Decentralisation: Implications for Education and Training at the Conference of the International Association
of Schools and Institutes of Administration, Istanbul, Turkey, 17-20 June 2002, p. 4.

2 priceWaterhouseCoopers, "Turning best practice into normal practice’, Bangkok Post, b August 2008, p. B3.

* ghawn Smith and Rebecca Mazin, The H R Answer Book (N.Y. and others: American Management
Association, 2004), p. ix.

* “What's Ahead for HR? SHRM Research Identifies Top Trends:\", H R Focus, Vol 79 (September 2002}, p.
8, as cited in R. Wayne Mondy and Robert M. Noe, Human Resource Management (Upper Saddle River,
N.J.: Pearson Prentice Hall, 2005), p. 10.

¥ Richard L. Knewdell, “The 10 New Rules for Strategizing Your Career:;, The Futurist, Vol. 32 (June 1998),
p. 1, as cited in: R. Wayne Mondy and Robert M. Noe, Human Resource Management {Upper Saddle River,
N.J.: Pearson Prentice Hall, 2005), p. 9.
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find shorter or better ways to solve familiar problems. They need to “..think
critically about the information” they receive and to talk “...to other people to see
how they solve these kinds of problems.”™ New technology facilitates this process.
It will be the job of P.A. scholars to transfer the knowledge gained from that new

technology to their students who will be the administrators of tomorrow.

In Bangkok, Imtiaz reports that “Advances in information and
communications technologies (ICTs)...are set to play an increaéing role in both
reducing and managing the growth (in.travel) still to come” and “ICTs...can help
create a ‘family of tools that promise to facilitate communication collaboration,

"% 1t will provide an

and coordination-without the requirement of physical travel.
administrator in Bangkok with up-to-date data on provinces throughout the country.
Much of this new technology is based on computers and new machines that
produce better information collection in less time. But, it also involves new ways

of thinking and new ideas.

CORPORATE CULTURES

One problem with the new technology is that much of it is not compatible with
the corporate cultures of most Asian companies (nor with the organizational
cultures found in most government Departments and Ministries).” It has been
reported that: “Civil servants and state employees enjoy the best mental health

® Chadamas reports: “Thai people value

compared to people in other industries...”
compromise and they don’t want to seriously compete with others. So executives
should build a success story to create a new culture in the office”” Too many

times, one hears students or managers say: “Oh, but that is not the Japanese (or

“ David Wees, “Thinking Cutside the Box”, Bangkok Post, 8 July 2008, p. E3

¥ Imtiaz Mugbil, “Technology changing travel for the better”, Bangkok Post, 11 Augyst 2008, p. B10.

* Kluckholm described “culture’ as “Wpatterned ways of thinking, feeling, and reacting...the essential core of
culture consists of traditional ideas and especially their attached values.” See: C. Kluckholn, “The Study
of Culture”, in D. Lerner, and H.D. Lasswell (eds.), The Policy Sciences (Stanford, California: Stanford
University Press, 1951), p. 86.

* The Nation, "Job Stability Makes Civil Servants the Happiest”, The Nation, 8 July 2011, p. 1BA.
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Thai or Malaysian) way.” or “That may be how they do it in Europe or America,
but it would never work in Jakarta (or Bangkok, or Kuala Lumpur).” But, good
organization practices are mot country-specific. The “Japanese way” and the
“Thai way” are history, and those organizations (both private and public) that do

not realize it soon will be “history”, too.

Recently, a Visiting Professor at Assumption University of Thailand in
Bangkok noted that, in an attempt to become competitive, Europeaﬁ countries

realize the need to throw out their “old way” of doing things.

“Sensitive to the US's accelerated technical progress and Asia’s high
dynamism, the European Union (EU) with its 27 members has proclaimed innovation
as a policy priority. Under the project titled ‘Creating an Innovative Europe,’
simu_ltaneous actions are recommended (including)... providing sufficient resources
for research, development and innovation, Wand building positive attitudes and a

culture favourable towards entrepreneurship and risk taking.”*

It is important to stress that these changes are not restricted to “Western”
countries. Tawatchai Cheovanon, IBM Thailand’s country manager for financial
gervices sector, notes that in Thailand the organizational culture is changing in
order to “Wadapt, become more resilient to take on new competitive challenges in

the market-place.”*

There is an on-going debate in the literature over the extent to which so-
called “Western” thecories in management can be adopted to “fit"” Asian corporate
and bureaucratic cultures. Hojman noted that “ it is possible to eat MacDonald
burgers, and to wear jeans, without losing any of the most cherished aspects of

38

the national culture.”™ While that may be true for superficial things, when

% Chadamas Chinmaneevong, “Employers urged to do more to help talented staff add value”, Bangkok Post,
5 August 2008, p. B10.

® Joan Voicu, “Towards Innovative Societies: Advancing the objective of innovation is expected to help
bridge the digital, scientific, and development divide between rich and poor countries”, Bangkok Post,
August 12, 2007, Sec. 1, p. 10.

* Theeranuch Pusaksrikit, “IT mobility changes face of the workplace”, The Nation, 31 August 2005, p. 9A.

*D. E. Hoiman, “Economic Policy and Latin American Culture: Is a Virtuous Circle Possible?”, Journal of
Latin American Studies, vol. 31, no. 1, pp. 167-1390.
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attempting to change human behavior, practitioners should always be aware of
the fact that knowledge transfer needs to be “.sensitive to cultural differences,

indigenous motivating factors, and different value systems.”®

HUMAN RESOURCE DEVELOPMENT

As important as advances in information technology are, they will prove to
be of little value if an organization fails to adequately develop the potential of its
human resources. This is the most important resource of all. “According to the
Council on Competitiveness Whuman resources are the key to global
competitiveness.”” Or, put another way, “HR technology has the potential to

either increase or decrease an organization's worth."*

PEOPLE IN THE ORGANIZATION

A major change that will be seen in the future is the type of people that
are in demand. For one thing, historically men filled most of the upper management
positions in Thai organizations. But, according to the Grant Thornton International
Business Report survey, today “..the percentage of Thal women in senior
management is the highest in the world at 45%, more than twice the global
average.”” Also, in the past, a company or government Department hired a person
because he/she had a specific gkill. That was OK for then. If your company made
a pen or a typewriter, it used the same technology (with slight modifications) for
fifty years. But, not many people use typewriters anymore. In the future,

“

Organizations will have to “.look for people who have the right attitude, as

* Alexander Franco and Preecha Methavasaraphak, "Culture, Knowledge Transfer, and the Teaching of
Public Administration”, Academic Journal, vel. 10, no. 1 (November 2003}, p. 56.

R, Wayne Mondy, Robert M. Noe, Shane Premeaux, Human Resource Management (London: Prentice-Hall,
1999), p. 240.

* Julie Britt, “Focused HR Technology Can Add Value”, in HRMagazine Vol. 47 (March 2002), p. 24, as cited
in R, Wayne Mondy and Robert M. Noe, Human Resource Management (Upper Saddle River, IN.J.: Pearson
Prentice Hall, 2005), p. 10.

* sanitsuda Fkachai, "Questions for the PM-elect’, Bangkok Post, 7 July 2011, p. 11.
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"% Kriengsak notes,

technical skills can be learned through on-the-job training.
when climbing up the corporate ladder: “The higher you climb, the less technical
skill is required. But you will need to sharpen your people skills in order to

influence others.”

To be relevant in the future, government Departments must make sure
that: 1) they hire people who want to learn new skills; possessing a particular skill
is no longer enough (the skill may be obsolete in a year or two), 2) the organization
must provide those people with sufficient free time to learn, and 3) people must
be provided the opportunity (training) to learn. People in charge of human resource
development in government agencies will need to hire people who can teach
themselves new skills, or, at the very least, people who can learn if they are
provided the new training. They also will have to be more selective in the types
of people they hire or promote to managerial positions. Just having an MBA or

an MPA is no longer a sufficient qualification.

EMPLOYEE RETENTION

Hiring qualified, creative people is only the first step. Smith and Mazin
note: “After you hire good people-you need to keep them working for your company
and not the competition, and keep them content, motivated, and focused on the

B widZ
business.

One other change Asian businesses and government Departments and
Ministries will see in their business and political cultures as more and more
people learn to compete in the global market is that individuals will no longer be
tied to a particular job. Until now, if one went to work for a particular Department/
Ministry of the government, he/she would start at a certain level and spend his/

her whole life working up different levels in that same company or Ministry.

* Umesh Pandey, "Companies must have a dream™, Bangkok Post, July 10, 2007, p. B3.

“ Kriengsak Niratpattanasai, “Coaching Myths for the Busy Leader’, Bangkok Post, 11 July 2011, p. B3.

* See: Gregory G. Dess and Joseph C. Picken, “Changing Roles: Leadership in the 21st Century”, Organizational
Dynamics (Winter 2000}, p. 75.
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Today, an average American can expect to change employers eight times during
his/her working life. This has a lot to do with the changing nature of work.
Before, it was manufacturing, but nine years ago, the Economist, citing a recent
OECD study, reported that “..more than half of the total GDP the rich economies
is now knowledge-based (and) knowledge workers from brain surgeons to

journalistsi[now] account for eight out of ten new jobs.”®

Today, smart, ambitious people (who have the creative minds that will be
required in tomorrow’s digital world) are beginning to change jobs. In some
cases it may be for more money, but money and/or job security may not be
enough. Instead, Maslov's higher-level needs have moved to the fore. People
leave stressful situations for a more relaxed atmosphere. Others change jobs to
have more free time (to be with their families, or simply to play golf). They
understand that THEY are in demand. New companies with new ways of thinking
are offering new opportunities. Smart people will no longer be attached to the
same company or government office for life; they will go where there is more

opportunity, or a better work environment, or both.

In order to retain good workers, governments will have to create better
work environments (better safety, more healthcare for employees, etc.) in the

future. Smith and Mazin note that:

“Today’'s workers bring a lot more to their employers, but they also demand
more in return. One of the expectations is to be given more flexibility to be able
to achieve their own personal goals, whatever they may be. The pivotal elements
in the ‘offer package’ of today focus on tailoring the job to the individual needs of
the employees in the work force. It is the satisfaction of these lifestyle needs that
make the difference today in successful hiring and management processesiThe

dissatisfied employee is highly mobile and can easily search elsewhere.”*

“See: Gregory G. Dess and Joseph C. Picken, “Changing Roles: Leadership in the 21st Century’, Organizational
Dynamics (Winter 2000), p. 18.

“Shawn Smith and Rebecca Mazin, The H R Answer Book (N.Y. and others: American Management
Association, 2004), p. x.
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This need is already recognized in the Thai private sector. Bubphawadee
Owararinth, senior executive vice president and head of human resources of
Standard Chartered Bank, notes that organizations should “..consider offering
flexible employee-benefits programmes that allow their staff to choose benefit
packages that are suitable to their needs and lifestyles.” This is consistent with
satisfying Maslow’s higher-level needs. Globalization will lead first to changes in
the private sector. “Increasingly, employers are finding that helping workers to
create and maintain a balance between their.home and work lives is the key to
retaining the best employees.”® These chahges in ways of thinking then will
spread out into society as a whole; and finally they will be adopted by the public

sector.

Preecha Watcharapai, Secretary-General of the Civil Service Commission
noted: “If we want talented workers, we have to compete with the private sector
and not wait idly by for them to come to us.”” People with creative minds can
negotiate their salaries, for example, one million baht per year for three years.
Preecha stated that “The pay is determined by supply and demand.”® This is an
acknowledgment that the environment has changed and that the Thai bureaucracy

must change in order to be competitive.

According to Teerana Konglazae, the project manager of the Hewitt Best
Employers in Thailand 2009 Study, “...executives should listen to employees and
get along with staff at all levels, including labourors, to create a team spirit, and

learn about real problems facing staff aside from reading only reports that may

*Pichaya Changsorn, “Business Leaders Reflect upon Salaries, Benefits”, Bangkok Post, 8 July 2011, p. 6A.

“®Shawn Smith and Rebecca Mazin, The H R Answer Book (N.Y. and others: American Management
Association, 2004,) p. 87.

¥ Achara Deboonme and Chulart Saengpassa: “Civil service changes tack, head-hunts for graduates” The
Nation, 23 July 2007, p. 1B.

“Ihid.
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"* Mary Parker Follett knew this years ago:™ one does not need to

be misleading.
reinvent the wheel; what is needed is more research based on the profound

insights that have existed for a long time, but were too often ignored in the past.

CONCLUSION

People are comfortable with that to which they have become accustomed
and, thus, tend to resist changes in either an organizational structure or the
development of human resource practices (which define not only their formal
roles, but to large extent, even their informal roles in society). But the external
environment has changed, and, to remain competitive, governmental organizations
need to address the challenges of that new environment. “HR professionals who
realize and embrace the new technology are the ones who will succeed.”
According to Wolfgang Lux: “Most Asian companiesii(have) not adopted the type

" Thig is even more

of global thinking needed for a fast changing business world.
true for the public sector. Scholars of P.A. can help to facilitate the evolution of
management theory so that new public servants will be in a position to assist in
the modernization of their Ministry or Department.” As the waves of globalization
continue to engulf Southeast Asia, some countries will ride the crest of those
waves into the world of tomorrow, while others will find themselves drowning as
they hold onto the anchor of how things used to be done in the past. If schools
of administration are going to continue to be a leading force in helping countries
achieve sustainahle development, they need to teach the future administrators to
throw off those anchors so they can successfully help guide their home countries

into the world of tomorrow. To remain relevant to scholars in most of the world,

the field of Public Administration must help them address this need.

**Chadamas Chinmaneevong, “Employers urged to do more to help talented staff add value”, Bangkok Post,
5 August 2008, p. B10.

“'Follett is increasingly recognized today as the originator, at least in the 20th century, of ideas that are
today commonly accepted as 'cutting edge’ in organizaticnal theory and public adnﬂpistrat:ion.' See:http://
www . follettfoundation. org/mpf. htm

*IRill Leonard, “Straight Talk”, HRMagazine, Vo. 47 (Jan. 2002), pp. 45-51.

*Sriwipa Siripunyawit, “MBA no substitute for people skills”, Bangkok Post, July 18, 2005, p. B2.

*Promising steps are already being made in this direction. See, for example: Jiracha Vicheanpanya Onjaree
Natakuatoong, Ph.D. and Vicharn Panich, M.D., M.S., “Development of Efficient Knowledge Management
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Abstract

Leadership and leader are critical success for organization as it is one of the
most important influential factors on the role of management which consists of 3

M: man, money and management. In addition, leaders’ leadership in organization
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can lead the successful organizational goals. There are various categorization of
leadership which depends upon the differentiation on each leader performance that
could effect to organizational operations on their failure or success. Leaders’
characteristic may effect to colleagues’ happiness, stressful or pressure under the
influential circumstance of various kind of works. Thus, good relationship remains

upon leaders' suitable personality as well as organizational contribution.

Keywords: leadership, leader
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Abstract

The objectives of the study are (1) to study the production situation, product
quantity, and marketing of surplus agricultural product, transform agricultural product
and handicraft product in village, district, subdivision of province and provincial level
(2) to study marketing factors affecting of agricultural product, transform agricultural
product and handicraft product in village, district, subdivision of province level and
Surin province (3) to study marketing strategic model of agricultural product, transform
agricultural product and handicraft product implementing in Surin province.

The method of study was participation survey which included quantitative
data collection. The researchers had divided the samples in three groups included
consumers, producers and distributors of rice and transform agricultural product of
sweet beet root, and handicraft product of silk, and related officer 879 samples. Research
tool are composed of three set of questionnaires and conducted participation seminar
for testing marketing strategic model.

The findings revealed that most of consumers were female age 21 to 30 years
old, government officers, and bought product from the market. Factors effecting consumer
product buying decision found that product factors effected consumer buying decision
at high level. The major channel of product distribution was in their own province and
used most materials in their province for producing the product. Most products produced
and distributed from the local knowledge. Pricing was clear, most of them were faired
do not take advantage out of the consumer. Channel of distribution were saved for the
customer and marketing communication, the services of employee are the most suitable.
For related government officers 53.09percents were females, most of them are 31 to 40

years old. Most of related government officers saw that government office had gave big
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support in the area of production, give knowledge in pricing, knowledge in channel of

distribution and give support to the customer in marketing promotion.

Keywords: agricultural pproducts, agro-industry products, handicraft products,

sufficiency eeconomy
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Abstract

The performance of small business in the tourist business which is a challenging
career to the entrepreneur or administrator's ability since Thailand has very high
competency in tourism because it has a lot of resources which can be very responsible
to the need of tourists.

However, Thailand’s environment of natural resources which it not sure like
political, economical and natural resources in environment causes a lot of 6bstacle. So
properly using the principle of small business performance in a tourist business can
solve the various problems and must search the*good way to cause this business for
survival in learning the problems small business from tourist business, developing tour
managerial competencies and entrepreneurial skills

The small business will study the factor which gives rise to an entrepreneurial
success. It must develop the particular qualification of tourist entrepreneur and
entrepreneurial knowledge of tourism together with the personnel qualification related
to an emotional Quotient and an adjustment of tourist management in the state of

crisis and searching the way to change from crisis to chance.

Keywords: small business, entrepreneurial skills, managerial competencies, emotional

quotient
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Abstract

The goal of this article was to explain philosophy of social science in terms of
ontology, epistemology, and methodology foundations as well as paradigms which
academics employed for studying social phenomena. There were three paradigms of
social inquiry including naturalism, interpretivism and critical theory.

Keywords: philosophy of social science, paradigms, social inquiry
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Abstract

This article aims to study on the government witnesses’ protection concept as
well as problem and obstacles according to the Witness Protection Act 2646 of law in
book and law in act upon the officers’ performance and operational on the functions of
Witness Protection Office and other relevant authorities. The goal of this study is to
gearch for the measurement development guidance and witnesses’ protection laws for
ones who serve the post as government officers. The witness is a person who participates
in criminal justice vital role of both in the investigation and trial stages. Moreover,
witness is a single person who can confirm the fact of the offender's guilty of fraud or
corruption against their official responsibility. In particular, the witness or printed
matters witness are the best evidence to submit to court; therefore, state witness
should be protected. The problem and obstacle upon Witness Protection Act 2546
obligation indicated on the special witness protection consideration as being government
officer, the government, as well as, organizational, personnel require for budget support
on being as witness protection responsible.agency_ The development approach on the
government witness protection law indicated on problem solving and improving
methodology which lack of clarification on various issues with witness protection law
enforcement security on officials including family members. The witness providence
provided is necessary and right to receive compensation which was recognized in the
constitution law and it is intended to protect a government witness as truly effective
in court. Therefore, justice effectiveness in criminal justice system should perform to

solve the corruption problem nowadays.

Keywords: witness protection agency, protection problems, goverments witness
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Abstract

This article aims to present on the learning organization concept for public
sector implementation in Global Organization. The external environment such as
economic, social, politic and technology has been changed rapidly. In addition, all
organizations must prepare themselves to accept this changed. Executives’ role of
performance causes an important operational in learning organization atmosphere since
it is the strengthening essential crganization competitive and depending upon “man’
which considerably as an important power and material. Therefore, the enthusiasm

atmosphere in learning may occur upon Peter Senge’s the fifth discipline principles.

Keywords: build discipline, learning organization
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' C. Argyris and D.A. Schon, Organizational Learning: A Theory of Action Perspective (Reading, Massachusetts:
Addison-Wesley, 1978).

2 PM. Senge, the Fifth Discipline (New York: Doubleday, 1990); and E.H. Schein, “How Can Organizations Learn
Faster? The Challenge of Entering the Green Room,” Sloan Management Review, winter 1993.
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Qualitative Research and the Traffic Injury
Preventions Policy Evaluation
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Abstract

The objective of this study is to share the experience of a research on the
traffic injury preventions pclicy evaluation in aspect of insider and outsider which
leads to the procedure and qualitative research methods of anthropologist to apply for
public policy evaluation. The way of describing research methods show techniques

which aware of trust building between researchers and informants in order to get

* fowmaansduaziwemalasimsiglsemsuenansimiadin Tadiainedy sminnduneigaueia
rukhamate@hotmail.com
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depth information for proving and leading to a complete conclusion of the evaluation.
This study will be useful for policy improvement and methodology development for
public policy evaluation as well.

Keywords: qualitative research, insider-outsider, traffic injury preventions palicy

evaluation
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Abstract

The objective of this research is to study the perception of the sophomore
students on sex education comprised 1) human reproductive system, 2) puberty/
adolescent sexual development, 3)sexual exploitation, 4)pregnancy, 5)birth control, 6)
sexually transmitted diseases and 7)sexual health care. The samples were the 589
sophomore students from 7 faculties. The instrument was the 2 parts questionnaires
modified from Family Life and Sexual Health (FLASH) Lesson Plans: Comprehensive
Sexuality Education Curriculum. Data were collected using questionnaire and return to
the researcher and analyzed with the program computer. The SPSS statistic used for
data analysis was percentage, average, standard deviation, t-test and ANOVA.

The results revealed that most of sample was female, age raged between 18-24
year. The large group was aged range between 20-23 years Z73%). Most of them had
experience on sex education (77%). Most of the students (83 percent) got 12% year of
formal education. The perception on sex education score were at the low level (57.6%),
moderate 404% and high 1.9%. The perception score on sex education of female students
was higher than male student with a statistical significant at the 0.0; level. The
student in age group 20 and higher had higher perception score than the younger, but
the students who had different experience in sex education learning and those who
had different educational background were not significant different perception score

on sex education.




UN13NgIauNSVINWSUUS

The study suggests that the e-learning, e-book and CAI should be applied for
the instruction media. In addition, the further study should be covering the risk behaviaor
both of the perception and performance.

Keywords: sex education, nursing student, perception
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Behavior of Audience of Broadcasting Radio for Education
and Community, Bangkokthonburi University
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Abstract

In current society, communication and mass communication in several types
are one of factors having the largest influence in human society relations. In several
parts of Thai society, there are problems on communication and, information flow:
especially, information flow between urban society and rural society. From the study
and research, it was found that information flow in urban community does not have
problems. Most information flows to community in rural area; mostly flows from the
capital. The content of information is the content from national level to local level; the
problems are problems to upgrade national level information system to community
level. Broadcasting radio for education and community, Bangkokthonburi University is
a sample of radio station for community to close the gap of mass media in community
level to do for community life for the things having suitable content for the community
and there is management method by such community group.

The study processes about behavior of audience of Broadcasting Radio for
Education and Community Bangkokthonburi University is the study about the behavior
nature of audience having sample group of 200 samples by using questionnaires as
tools to have an interview in face-to-face type. This sample group is interested in
communication behavior, thinking that radio programs for education and community
are the radio program giving benefit to education giving benefit to daily life, having
benefit to development of community to do profession, having benefit to development
of society and culture, bringing acquired information to analize and search for frequency,
percentage, mean and standard deviation.

In summary, the form of radio station for education and community should be

beneficial to the community really, because:
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1. Radio station broadcasts about information of people; the information is the
matter that the audience in the community pays attention, and that the community
participates in working.

2. The broadcast contents or matters are close to personal life of audience;
after the audience in the community listens to the contents; they are satisfied and use

the contents for their benefit.

Keywords: Behavior of Audience, Broadcasting for Education and Community Radio,

Bangkokthonburi Unitversity
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Abstraci;

The purposes of the research were (1) to study factors affectings the good
governance implementation of Irrigation officials for Damnoen Saduak Operation and
Maintenance Project (2) to compare the difference of success of the good governance
policy implementation of Irrigation officials under the various agencies in the Damnoen
Saduak Operation and Maintenance Project and (3) to study problems faced and offer
recommendations to the implementation of the good governance.

The research was a survey research. The sample groups were 62 officials and
permanent employees who worked in 6 agencies. The instrument used was a
questionnaire. Data were analyzed and presented by percentage, mean, standard
deviation, Stepwise Multiple Regression Analysis and One - way ANOVA.

It was found from the study that: (1) The factors affecting to the success of the
good governance implementation of Iirigation officials which can be explained by 3
factors can explain the variation in overall 80.8 percent at 0.01 level statistically
significant. The factors explained can be arranged sequentially as follows: evaluation
and monitoring, performance measurement and the reward and punishment, personnel
commitment, policy communications. (2) The success of the good governance
implementation of irrigation officials in 6 agencies were not different. (3) The important
problems faced were that irrigation officials have different value of opinion and insufficient
resources to perform. Guidelines for the implementation of policies to effectively and
efficiently is suggested that leaders must have integrity. The policy must be clear and
practical That everyone knows what they have to do their best. To promote teamwork
and irrigation officials should be trained to understand the management aﬂd policies of
good governance.

Keywords: policy implementation, good governance, Damnoen Saduak Operation and

maintenance project
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