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ABSTRACT

This thesis is a qualitative study of Complaint Communication and Feedback via
Community Service Radio *“ Ruam Duay Chuay Kan” Objective of the study is to understand the
format and content of the communities’ complaints and feedback action of responsible-concerned
functions to solve their problems through the coordination of Ruam Duay Chuay Kan
broadcasting team. Study was done in 2 phases. First, by gathered and analyzed the content of all
communities’ complaints to Ruam Duay Chuay Kan via telephone by participative obscrvation of
the Ruam Duay Chuay Kan team for 4 months; from January —April 2010. Second phase was
done by in - depth interview 25 people from 3 sources including 4 of the radio announcer and
coordinator, 15 of the radio audiences and 6 of officer from responsible-concerned functions.

The result of study revealed that

1. Format of Complaint Communication and Feedback via Community Service Radio
“ Ruam Duay Chuay Kan” is a non benefit project to provide communicative channel for
communities to share information, requests and complaints via a 24 hour -hotline number 1677
having the coordinator and producer to screen the issues sending to the radio announcer to
conduct 2 ways communications between the audience and concerned-responsible person under
management of an announcer. Content of Complaint Communication and Feedback via
Community Service Radio * Ruam Duay Chuay Kan” were daily situations occurred in
communities that mainly related to difficulties or problems that they need or request for helps or
support from concerned-responsible functions or from other voluntary audiences.

2. Complaint Communication via Community Service Radio “ Ruam Duay Chuay

Kan™ the Audiences will inform to communicate their difficulties or problems via Schannels that



were provided such as hotline number 1677, SMS number 452-2000, website www.rd.1677.com,
community radio frequency CB245 channel 36 and walk in. However, most popular channel was
hotline 1677 because of its convenience and the audience can talk to the case receiver directly
making the case handling progress quickly, especially for urgent cases that need immediate
actions. Furthermore, it was found that most of participated audience that keep contact to the
Ruam Duay Chuay Kan were fan club or membership that follows the program.

3.The result of Complaint Communication and Feedback Community Service Radio
“ Ruam Duay Chuay Kan” was all complaint issues from audiences that were screened and
coordinated with concerned-responsible functions to take action and feedback the progressiveness
until the problem were successfully solved or well accepted by the complainers.

Most of complaints via Ruam Duay Chuay Kan got very well attention from
concerned -responsible functions to solve the problems quickly making the complainers,
coordinators and the problem handlers appreciated with good result and relationship. Until the
case closed, the Ruam Duay Chuay Kan will follow up and report progressive from responsible
functions regularly. To make the problem solved quickly, clear information from audience and
attention with service mind of responsible functions are necessary. Communication via Ruam
Duay Chuay Kan were very good channel to motivate all concerned-responsible functions to
improve their service and promote their image of professional, responsibility and reliability to
public. However, if the problems could not be solved quickly by some limitations or some over
expectations of the audience, this also can affects to reliability of the Ruam Duay Chuay Kan

services.
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