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Abstract

This study examines the models, approaches, and key factors involved in addressing complaints,
using international best practices as a benchmark for comparison with Thailand. Data was collected
through focus group discussions in four regions and documentary research. The focus group discussions
revealed that agencies and the public emphasized the management of violent content and exaggerated
advertising issues. In addition, there was a call for the development of convenient complaint channels,
faster responses from NBTC, a reward system for tip-offs, and increased public awareness of their rights
to file complaints. Furthermore, case studies of other countries indicated that consumers must first lodge
complaints about issues with the service provider before submitting a petition to the regulatory agency.
Additionally, for the management of duplicate complaints, agencies screen incoming duplicate
complaints at the initial stage to consolidate and re-examine them. Based on the overall findings, policy
recommendations have been divided into three phases: short-term, focusing on expanding complaint
channels, publicizing consumer rights, and setting service standards; medium-term, concentrating on
developing databases and decision support tools; and long-term, aiming to amend the law to

encompass all types of media.

Keywords: Complaint Management, Broadcasting, NBTC Office
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