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The objective of this research is firstly to study and to analyze the services to the complainants
provided by the inquiry officers at Pathumwan Police Station, secondly, to study the level of satisfaction of
the complainants, and also to advise how to improve the interpersonal communication between inquiry
officer and complainants to achieve satisfaction of complainants. This survey is conducted by having 108
complainants to complete 108 questionnaires, and 15 inquiry officers were in-depth interviewed with
semi-structural type of questions and non-participatory observation method while communicating with the
complainants.

Findings: The method used by the inquiry officer in communicating with the complainant is
divided into 6 steps as follows: 1) Greeting - The inquiry officer always has to take the initiative to greet the
complainant. 2) Establishing a conversation — The inquiry officer must be polite. “POM" or “I” is used to
represent the inquiry officer while "KHUN" or “YOU” is used for the complainant. Also, the inquiry officer
usually shows his empathy to the complainant’s problems during the conversation. 3) Interrogating
process - The inquiry officer attempts to decrease the stress of the complainant by talking about his or
her personal life. 4) Explaining the work process — The inquiry officer often clearly explains the work
process, but rarely explains the importance of the police report. 5) Ending the interrogating process —
After the interrogating process is over, the inquiry officer usually tells the complainant to check back by
phone later. 6) Monitoring — The inquiry officer rarely monitors the satisfaction of the complainants after
the service. In order to better serve the complainant, the inquiry officer should do the followings:
Improving the crime scene investigation process. Providing an opportunity for the complainant to
question. Explaining the importance of the police report. Keeping the complainant informed with his/ her
case. Do not give the look that makes the complainant feel guilty while communicating.

N





