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Abstract

This study examines the complaint-handling process of the Office of the Minister, Ministry
of Natural Resources and Environment. The objectives are to (1) evaluate work efficiency, (2)
identify problems and obstacles, and (3) suggest guidelines to improve work efficiency. This study
is qualitative research. There are 10 key informants in total, divided into 2 groups: 5 political
coordination officers and 5 members of the public who come to receive complaint services. Data
was collected through in-depth interviews, non-participant observation, and inductive analysis.

The study found that: (1) The office’'s complaints handling process operated efficiently,
with tasks completed on time and within the specified timeframe. This phase was prioritized as the
first step in the complaints handling process, and only minor errors were observed. (2) Problems
and obstacles included the agency’s inability to provide accurate initial information. In addition,
the implementing agency could not determine the overall timeframe for resolving issues. There
was also an insufficient number of personnel to support on-site reception for large crowds, making
coordination with relevant agencies necessary. Moreover, the absence of supporting technology
hindered the process and led to a lack of data integration between agencies. (3) Guidelines for
improving the efficiency of the complaints handling process should include: (a) personnel
preparation, skill and knowledge development, and public relations strategies for staff, networks,
and the general public; (b) the provision of modern and efficient equipment; and (c) the adoption
of technology to support operations, particularly to enable data integration among relevant

implementing agencies.

Keywords: Operational Efficiency, Complaint Handling Process, Office of the Minister, Ministry of

Natural Resources and Environment
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