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60362306 : Major (SOCIAL AND ADMINISTRATIVE PHARMACY)
Keyword : effectiveness, complaint management, health product advertisement

MISS MESAYA PANTONG : THE EFFECTIVENESS OF COMPLAINT MANAGEMENT
SYSTEM ABOUT HEALTH PRODUCTS IN INTERNET ADVERTISING OF THE RURAL AND
LOCAL CONSUMER HEALTH PRODUCTS PROMOTION PROTECTION DIVISION. THESIS
ADVISOR : ASSOCIATE PROFESSOR RAPEEPUN CHALONGSUK

The purposes of this research were to analyze the complaint management process,
problems, strengths and weaknesses concerning the complaints on the health product internet
advertisements of the Rural and Local Consumer Health Products Promotion Protection Division;
and to study the effectiveness of the complaint management system. In the study, 1) the complaint
management system was analyzed from 242 complaint documents in 2015 - 2018 fiscal years. In
addition, the questionnaire was used to collect the data from officers who were responsible for
complaint management: 6 officers from the Rural and Local Consumer Health Products Promotion
Protection Division; and 43 officers were from Provincial Public Health Office/Product Division. And
2) regarding the study on effectiveness of the complaint management system, the interview was
implemented with 22 complainers, and-the illegal advertisements were rechecked. The data
analyses were performed with descriptive statistic and content analysis. According to the study on
the complaint documents, the results revealed that the number of complaints rapidly increased
mostly due to exaggeration of the intermnet advertisements (80.44%). All complaints were
concerned with-431 health products with illegal advertisements, mostly-in food products (60.79%).
Most illegal advertisements were on medical treatments (40.60%), and 135 illegal advertisers were
prosecuted mostly according Food Act B.E. 2522 (1979) (82.96%). However, it was found that the
total fine of 132,000 baht was less than the total fines of Drug Act B.E. 2510 (1967) (680,000 baht)
and Cosmetics Act B.E. 2558 (2015) (270,000 baht). According to the questionnaire results, the
problems in the complaint management were 1) the limited number of officers, but increasing
number of complaints; 2) officers’ lack of skills for complaint management; 3) lack of budget for
sting operation to buy products; and 4) no follow-up system in the management process. The
strength of the complaint management was on legal authority for officer in Rural and Local
Consumer Health Products Promotion Protection Division to manage all complaints throughout the
country. The weaknesses of the complaint management were on 1) lack of network cooperation,
2) too little fine for legal penalty on illegal advertisement, and 3) regional officers don't have the
authority to handle complaints in online media. Finally, regarding the effectiveness of the
complaint management, the interview with the complainers showed that most complaints were

on delay of the complaint management, and the complained product advertisements were still



and increasingly found on the Internet. After rechecking the health products with inhibited
advertisements, 210 URL (40.28% of the total URL) of illegal advertisements were found. This
means that the complaint management should be improved and developed for effectively

protecting consumers, increasing complainers’ satisfaction, and quickly managing problems on

illegal internet advertisements.
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