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Abstract

This study employs a mixed- methods research design to examine the context,
formulate strategies, develop a system, and evaluate the outcomes of complaint management at
Yasothon Hospital. The research is conducted in three phases. Phase 1, focusing on situational
analysis, involves in-depth interviews to explore the context and establish strategic approaches.
Phase 2 emphasizes system development through the Deming Cycle, implementing strategies
accordingly. Phase 3 assesses the outcomes by evaluating service quality. The statistical analyses
include frequency, percentage, mean, standard deviation, maximum, minimum, and Paired Sample
t-test, with a significance level set at 0.05.

In terms of service quality outcomes, satisfaction with the complaint handling guide was
mostly moderate at 65.12%, while expectations for service quality were high at 96.12%, and the
actual service quality was also rated high at 81.40%. The study highlichted the importance of the
online complaint system, which allowed users to communicate issues conveniently. The response
and behavior adjustments from the staff led to greater user satisfaction. It is recommended that the
complaint management process be regularly evaluated to gather insights for improvement, align
services with user needs, and promote an organizational culture that views complaints as
opportunities for sustainable development.
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