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The present study aims to examine problems and seek for solutions for the complaints
about water treatment management. The results were used to improve about water treatment
management in the industrial estate in Rayong. This is a qualitative study with quantitative data
analysis. Sample group included a group of water users in an industrial Estate in Rayong and a
group of officers who received complaints. A focus group interview was conducted to collect
data.

The findings on pre-improvement showed that the mean was 3.67 and t-test was 2.49.
The problems about water supply included pressure of water supply, quality of water supply, and
sewerage. The convenient channel to give complaints was by phone. The line application was not
widely known. The explanation for the source of problem was unclear. The problems were solved
quite slowly. There were many times that the customers were not informed about the process.
There was no prevention for the same problems in the future. The water users’ complaints were
analyzed by creating the fishbone diagram. The findings showed that the factors affecting the
complaints included 1) customers who give complaints, 2) operational staff, 3) communication,
4) information management, and 5) complaint management. After the improvement of complaint
management was done, the mean reduced to 1.88 and t-test reduced to 4.84. When the correct
factors were managed well, the numbers of complaints reduced. Giving correct information to
water supply users helps reduce repeated complaints. It is the efficient solution for the complaint

management.
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