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ABSTRACT

Individual study on ‘factors for success and failure of complaints
management of Bangkok Metropolitan Administration: case of complaints call center
1555’ focuses on studying procedures of the complaints call center and agencies
under Bangkok Metropolitan Administration working on complaints resolving. This
research also aims to analyze factors for success and failure of complaints
management concerning serving the general public and propose course of actions for
improving and increasing effectiveness of complaints management by Bangkok
Metropolitan Administration. Due to the fact that the success of policy
implementation depends on workings of relevant organizations, this research
therefore concentrates on organization competency. This study is based on
qualitative research methodology by reviewing documents and in-depth interviews of

executives and personnel of relevant agencies. It is found that:
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1) Procedures for resolving complaints of complaints call center are as
follows: 1.1) Receiving complaints from three channels via call center number 1555,
the Internet and external agencies, 1.2) Referring complaints to responsible agencies
under Bangkok Metropolitan Administration, 1.3) the complaints call center will
follow up resolving of complaints within specified timeframe, and 1.4) the complaints
call center will inform complainant of the result.

2) Factors for success of complaints management are as follows: 2.1)
Having clear structure and authority of organization, 2.2) Bangkok Metropolitan
Administration’s personnel working on problems solving are knowledgeable and
well-functioning, 2.3) Bangkok Metropolitan Administration’s agencies are technically
ready in terms of equipment, tools, personnel and expenditure, 2.4) Having
assessment system of problems-solving ability of responsible agencies under Bangkok
Metropolitan Administration, and 2.5) the executives of Bangkok Metropolitan
Administration place importance on the issue of complaints management.

3) Factors for failure of complaints management are as follows: 3.1)
Using of outmoded technology, 3.2) Staffs of complaints call center who are
employees of an outsourced company still lack knowledge and understanding of
Bangkok Metropolitan Administration’s missions, 3.3) There are legal restrictions
concerning resolving problems, and 3.4) Some complaints are out of the authority of
Bangkok Metropolitan Administration.

In order to enhance efficiency of complaints management of Bangkok
Metropolitan Administration’s complaints call center, the author proposes that 4.1)
The division of inspector of Bangkok Metropolitan Administration under office of the
permanent secretary for Bangkok Metropolitan Administration should be an
additional unit to follow up complaints solving of Bangkok Metropolitan

Administration’s agencies, 4.2) Complaints call center should arrange Knowledge
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Management (KM) undertaking as a working guidelines, 4.3) Bangkok Metropolitan
Administration should grant financial support for developing advanced technology
4.4) Complaints call center should set clear procedural standards for each category
of complaints, and 4.5) Complaints call center should determine clear reporting

methods of complaints resolving.

Keyword: Policy Implementation, Organization Competency, Complaints Management
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