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Abstract

This participatory action research aimed 1) to study the operating situation, 2) to
develop a model, and 3) to evaluate the use of the integrated public health service
center model. This study was conducted according to the steps in service design
guidelines focusing on responding to the needs of service users, conforming to the
agency's policy and increasing opportunities with technology usage. Study tools were
developed to collect both quantitative and gualitative data, totaling of 13 items. The
population in the study was the people who receive services and service personnel.
The study was conducted from June 2023 - January 2024. The methodology of study
used the participation of service personnel with observation and service users’
interview. There was a collaborative design of work guidelines. Procedures were
improved and reviewed until a satisfied model was developed. The model was tested
and put into practice. Finally, an evaluation of the model was used. This new model
created a single point for all services. A channel was developed for information and
advice through a digital platform or known as Line Official, thus improving work
procedures for submitting and receiving documents from the various district public
health offices. An online payment system and a complaint receiving system was also
developed. A Service blueprint was created as a guideline for workers to follow, we
created a 1-year plan and a 3-year plan on the delegation of authority and permissions,
the development of an online data storage system, and the improvement of the
premises and passing the Government Easy Contact Centre criteria. The results of the
development evaluation found that service providers were able to follow the procedures
100% and comply with the time period announced in the standard operating procedures
(SOP) at 65.71%. The customers of the model developed were satisfied high level

and also reduce customers’ costs varying from 137.20 — 1,296.00 per person.

Keywords: Service Design, Government Service Design, One Stop Service Center,

Government Easy Contact Center
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