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Abstract

This research aims to study 1) the complaint service provision of Koh Samui Municipality, 2)
problerns and obstacles in the complaint service provision of Koh Samui Municipality, and 3)
guidelines for improving the complaint service provision of Koh Samui Municipality. A qualitative
research methodology was employed, using in-depth interviews. Data were collected from 22 key
informants: one Koh Samui Municipality Clerk, two department heads, five Koh Samui Municipality
complaint service officers, four Koh Samui Municality Council members, and ten Koh Samui
Municipality residents who had availed of the complaint service. The data were obtained using
purposive sampling. Content analysis was_ usedto analyze.the data.

The research found that 1) Koh Samui Municipality's.complaints service is supported by two
channels: general complaints forms ‘and“the Traffy /Fondue application. The latter is the most
commonly used channel. 2)/Problems’and obstactes to Koh Samui'Municipality's complaints service
include insufficient personnel; insufficient ‘budget,equipment; ‘and~materials for the workload,
inadequate faclities for people with disabities, and insufficient channels for.complaints. 3) Guidelines
for improving Koh Samui Municipality's ‘complaints—service include increasing the number of
personnel to meet residents' demand;-increasing the budget for management, improving facities to
be appropriate and convenient_for-atl lgroups of ditizens,~expanding complaint channels, and
modernizing the information technology system. to ensure.efficiency and effectiveness. This will

enhance Koh Samui Municipality's complaints service.

Keywords : Development, Service, Complaints
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