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Abstract

This mixed methods research aimed to: (1) examine the level of digital service quality of the
Social Security application (SSO Plus) at the Kui Buri District Social Security Office, Prachuap Khiri
Khan Province; (2) compare users’ opinions on digital service quality according to personal
characteristics; (3) investigate the influence of technology acceptance factors on digital service
quality; and (4) propose guidelines for improving the digital service quality of the SSO Plus
application. The quantitative sample consisted of 384 insured persons under Section 39 who had
used the SSO Plus application at least once. The sample size was determined using Cochran’s
(1977) formula at a 0.05 level of error, and participants were selected using convenience sampling.
The qualitative data were collected from eight key informants selected through purposive
sampling. The research instruments included a questionnaire and a semi-structured interview.
Quantitative data were analyzed using percentage, mean, standard deviation, independent t-test,
One-way ANOVA, and multiple regression analysis, while qualitative data were analyzed using
content analysis. The research findings revealed that: (1) the overall digital service quality of the
SSO Plus application was at a high level, with reliability receiving the highest mean score; (2)
respondents with different ages and educational levels had significantly different opinions toward
digital service quality at the 0.05 level, whereas no significant differences were found regarding
gender, marital status, occupation, and monthly income; (3) perceived usefulness, perceived ease
of use, trust in the system, and social influence significantly influenced digital service quality,
while attitude toward use showed no significant influence; and (4)the development guidelines
emphasize improving system accuracy, speed, security, ease of use, and accessibility for all user

groups. The findings were synthesized into the SSO Plus Digital Service Quality Development
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Model (SSO-DSQ Development Model) as a new body of knowledge for enhancing digital public
service quality.

Keywords: Service Quality, Social Security Application (SSO Plus), Technology Acceptance
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