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Success of Complaints Management by Web Application of Rangsit City

Municipality, Pathum Thani Province.
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Abstract
Objective of the Study: This study aims to study (1) the expectation level before the introduction
of the application, (2)the satisfaction level after the introduction of the application, and (3) the evaluation

of the service.
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Key Findings: This study has found that (1) the expectation level before the introduction of the
application is “medium,” (2) the satisfaction level after the introduction of the application is “high,” and
(3) the evaluation of the service suggests that there is a need for constant development of the mobile
application which is an important motor in empowering the municipality through the promotion of e-
services that allow citizens to file petition immediately, thereby calling for a training for personnels to be
competent in operating on digital platforms.

Implications: This research could help Rangsit Municipality in identifying determinants for the
usage and improvement of the petition-filing process via mobile application which could further be used

as a model for other local municipalities as well.
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