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This study aimed to investigate (1) complaint management at Ubon Ratchathani
Damrongdhama Center, (2) problems and obstacles concerning the complaint
management found at the Ubon Ratchathani Damrongdhama Center. This study was
conducted qualitatively by using academic documents, manuals, regulations, and related
laws as data analysis. Additionally, in-depth Interviews among workers in administrative
agencies cooperating with the center (as stakeholders), officers, and clients of Ubon
Ratchathani Damrongdhama Center were employed for data collection. The findings
found in this study were demonstrated as follows:

1) The complaint management in Ubon Ratchathani Damrongdhama Center could be
categorized into five steps consisting of accepting complaints, problem solving, sending
complaints to related departments, monitoring, and terminating the petitions. The
management mostly depended on both internal and external contexts such as policies,
rules, laws, feedbacks of government agencies with its stakeholders, categories of petitions
with complainers, and internal factors found in the center.

2) There were 5 problems and obstacles found within the complaint management
system. (1) Complainers did not file their petitions by themselves; therefore, identity of
the complainers had to be proved for transparency. (2) Complaint details were unclear
and confusing; consequently, it might take a long time to survey the real petition facts
before presenting it to the center director for consideration. (3) Some administrative
agencies did not inform their performances to the center. Significantly, some agencies had

no progress for problem solution and incomplete solutions for some serious problems.
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(4). There were not enousgh officers for monitoring the complaints so there were delays in
getting the problem solved.

(5) Lastly, there were several problems that were to be resolved by policy makers and
higher authorities, beyond the provincial governor, who is also the director of the Ubon

Ratchathani Damrongdhama Center.
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GUIDELINES OF ADAPTATION AND SOLUTIONS

The objectives of this research were to investigate problems and obstacles on
procurement at Local Administrative Organizations in Ubon Ratchathani Province and to study
guidelines and solutions to solve the problems. The research was conducted at local
administrative organizations in Ubon Ratchathani including Ubon Ratchathani City Municipality,
Warin Chamrap Town Municipality, Det Udom Town Municipality, Phibun Mangsahan Town
Municipality, Muang Det Sub-district Administration Organization, Bua-Ngam Sub-district
Administration Organization, and Nasuang Sub-district Administration Organization. The data was
collected from documents, internet sources, and interviews of 14 purchasing officers and those
whose work are related to procurements, 5 contractors who submitted auctions, and 5 lawyers.
The data was conducted in the fiscal year of B.E. 2559 (2016), which was from October 2015 to
September 2016.

The findings revealed that there were two problems and obstacles on procurement in the
Local Administrative Organizations in Ubon Ratchathani Province. The first one was regulations
or laws related to the procurement operation which consisted of; 1) the specification of hiring
staff who dealt with procurement, 2) the appointment of the procurement’s committee,
3) electronic procurement, 4) splitting of procurement into lots, and 5) the determination of
reference prices. The second obstacle was personnel problems which consisted of;
1) purchasing officers with little knowledge and skills on procurement procedures, 2) a delayed
purchasing process due to complex steps of an electronic purchasing method, 3) being up to
date on the construction’s pattern in accordance with the current prices of construction, and
4) a delayed purchasing procedure due to the change of purchasing items and the specification

that would meet the budget amount.
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The study suggested that the guidelines to solve the issues for regulations or laws are the
following: 1) a committee system should be proposed especially for procurement with a high
budget. Having a committee system can prevent a lock purchasing specification that might be
advantageous or disadvantageous to some specific companies. 2) The purchasing committees
should be provided opportunities to increase their procurement knowledge and recognition of
their roles and duties. This could prevent errors and mistakes. 3) A detailed and clear work
manual should be provided to the staff and they should be annual trained on how to work the
electronic tools. 4) For the divided procurement or contracts that might cause corruption, the
effectiveness of the organizations and prevention of corruption should be analyzed and
weighed. 5) The officers who have proficient calculating skills should get involved in the
identification of reference prices. There should be a group of committees who verify the work
specification and a group of committees who specify the standard prices of materials which are
suitable to local conditions. This study also suggested guidelines to solve personnel problems.
1) Qualified people with procurement knowledge, technology skills, and computer skills should
be hired. 2) Political officials and contractors who are involved in corruption should be punished

by law as well as supply officers.



