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ABSTRACT TE13547 7

Title of research paper : Administration of Complaint Acceptance Work of the Special
Inspection Division, The Office of the Permanent Secretary,

The Prime Minister's Office

Author : Mrs. Aree Kraitong
Degree : Master of Arts (Social Development)
Year : 2002

The purpose of the research was to study the administration of the Special
Inspection Division, a division that support the work of the Inspector - General in
handling the special Inspection, that is complaints from people or their requests for
assistance to allow ate their sufferings. Emphasis of the study was on the result of
handling complaints, organizational structure, administration process and strategies,
The personnel, the budget, and facilities to find ant how these factors affected the work
performance and administration. Secondary data were used. including the data from

interviewing all being involved in administration and handling people complaints.

The findings were briefly reported below.

1. In 2000 - 2001 the Special Inspection Division received a largest number of
complaints that required investigation. Most concerned government official's corruption
and misconduct. This might be because people were made known about the rule,
authority and responsibility of Inspector - Generals of the Prime Minister's office.
However, many news complaints were ignored because they did not meet the Criteria
set by the division. Such complaints amounted to 44 percent of the total complains.
This indicated that there were some defects in giving information to people.

As for the performance of the division, it was found that it was not
successfi!l as it should have because it could handle only a few cases. and also

because many complaints did not meet the imposed criteria as earlier mentioned.
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2. The factors found to contribute to the success of its work were the staff
members, most of whom earned Bachelor's degree in law/poliiica!l science, The fields
related' to handling complaints. Also, The staff were sophisticated in handling
complaints and worked aggressively. They went to the scene to look over the matter
and continuously follow the progress.

3. The factors that obstructed the work were too many hierarchical levels,
Director of the Inspection Office's centralization of power in handling complaints, no
standard work manual accepted by all parties concerned , Top-Down communication,
no use of technology in work, budget restraint because of too much amphasis on cost
effectiveness and the work effectiveneés. no law to support the officials work, and low

work morale.

Recommendations

1. Policy Implications : A policy should be set to allow top administrations to
informally coordinate with individuals and agencies. There should also be a policy on
the use of inspection mechanism of the Inspector - General in folicwing up the results
and on decentralization of power. Modern technology should be introduced to support
work and the personnel should be continuously developed. Importance should be
given to the bureaucratic reform by making the officials understand the reform and
adjust their working style to be in accordance with the bureaucratic reform.

2. Operational Implications : Teamwork of specialists should be found and work
procedures should be reduced. A standard work manual should be published. Public
relations should be continuously carried out. An enough budget should be allocated
for purchasing office supplies.

3. Implications for further research Studies should be conducted on the role,
authority and responsibility of Inspector - Generals of the Prime Minister's Office so as
to pass a law to suppoit their work. Also, personnel development needs and the
division’s work sho'ild be studied for planning human resource development in a long
run. Complaints should be studied, including the causes of corruption and misconduct

in order to find some ways to solve the problems.



