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HANDLE COMPLAINTS/ METROPOLITAN ELECTRICITY AUTHORITY
ANUWAT MOKTHAISONG: THE DEVELOPMENT OF COMPLAINT
MANAGEMENT SYSTEM OF METROPOLITAN ELECTRICITY AUTHORITY.

ADVISORS: KRISADA NUNTAPETCH, PH.D., WACHARA YAKHUN, PH.D. 82 P. 2015.

The research aimed at studying current complaint management system of Metropolitan
Electricity Authority, approach to develop system to handle complaints, and new system to handle
complaints. The study was qualitative research and in-depth interview, whose questions covered the
objective of the research, was instrument for data collection. The major informants consisted of 3 members
of the complaint management committee, 4 administrative employees, 4 operating employees involved in
complaint management system of Metropolitan Electricity Authority and 10 people complaining the
operation of Metropolitan Electricity Authority. Using in-depth interview, the researcher used informal
interview and he himself was the interviewer in order to receive the key information and details according
to the set objectives. The interview questions were not static; however, the issues of the interview were
determined according to the research framework, concepts, and major theories for forming questions, so the
questions were not asked in the same order for every interviewee. The questions were open-ended. When
the interviewer found some important issues while interviewing, he asked for more details to get clear
answers and the interviews were recorded through tape cassette. Questionnaires were divided into 4 parts
consisting of general information, questions concerning the process of complaint management, questions
concerning problems and obstacles of current complaint management system, and questions concerning the
development of complaint management process in order to satisfy the customers’ need. To data analysis, the
texts or the sentences which were similar or had similar meaning were put into the same group by giving the
code number to every text or sentence. Then they were given themes or sub-themes for each group.

The findings revealed that for the development of complaint management system, the period to
respond customers’ need should be extended, and the channels for complaints should be added. Complaints
should also be checked, and electrical equipment installed in the distribution system should be developed so
that it is not often worn out. The staff’s awareness towards the service should be raised. There should also
be the introduction of information technology to resolve complaint management in order to satisfy the
electricity users. The findings would be used to determine the complaint management process to meet

people’s need.
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