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Maha Sarakham Provincial Center for Complaints and Legal Enforcement

on Health Products and Services

wpdu Sauiug’ | 01nns e’
Chalaem Rattanapan', Arpakorn Tonkunya®
UNANED
U990 50950038 UAUNAN AU UAZUT MIFUA MR LTIIA AW Y NITAIUITEUUNITIANITITOY
Y o val a a = o Y S ¢ o @ a4 v ooa v
FoaSeulvislusgansamistlanuddgy lasimsiidingUszasd 1) Wauszuunisianisisesioasoumu
HanuTLazUINTgINvRsdEinuassaguiminumatsa 2) aduayunisianislyiamnn
a o o« a I a A 1 da v dw Y a v g d o do o &
HARSNLaLUINTFUAMLANAIAT 0N MANATE US LA ugu N luiui MYTanudusa
1) 57UUIANTSII s a B uRUNAn A eTuazuIN1sgUA YR das.uviansai iulumundninaue
a o

wazIsn1INAluN159AN191509503158U (Good Compliant Handling Practice : GCHP) 2) $ouaze1tne

o/ «

Fod agud dan3i3 es¥ e sunasUsuunumsnsgiang vanelf saiundnd asiuaguinnsguam
(3U. 8100) 3) fignudeyanisdinnisizesionsou dnsuanidsumsudlvdesiuiigmsemng asd.ue,
As. SN wavessnsUnasesduiesiy Audiduduaudminumansa ssevnadiuns AAAL
2567- fugngu 2568 HansAduns 1) szuudanisiiesdeaSouves asl.an diusmunae GCHP
nnesAUsEnoy 2) snedin1sdans AU w dinuaIsIIuNgesIae 13 wis (fesaz 100)
3) fsvuudoganisianiniesieasou “yYutls project” uanstaya Dashboard WU real time @190
AannuanuziFesioaiouls InmsUssyuuandsunsdiunusnindmin suneuar sun. nnstne
frwswiloantiom Wy madhseiimssmureeiesdofiangrneglusanin agunauasdoiauouus
nsdnssruddnnmadesionisunarunuununsnsginRangmneienfunan fust waruinsauam
Fwdaumansan fmsveemuhuileluisyiusune edulsfinmsfimslianei dwledoya wiomis

Ansul gy Uassanisaiiuauegaitate edlunuduasutdosiunifauseleviaasonuslan

° ) o A v a @ « ad = ) & v a
AIEIARY: NMIINNITITBITOUTEU, NANLNAUNKALITNIINALUNITIANITTOITBUTEU (GCHP),
ANSATLINYDIUND

" indunsinngmsiivay naunuanasesdusinakazndvasnsugy dinnuasisaguimiaunanseny

! Pharmacist, Senior Professional Level. Division of Consumer Protection and Public Health Pharmacy,
Maha Sarakham Public Health Office. E-mail : lapasanoi@gmail.com

2 indynstiungns naRnuANAseRUSnALsINdYas gy drtinnuassaardinumansau

% Pharmacist, Professional Level. Division of Consumer Protection and Public Health Pharmacy,

Maha Sarakham Public Health Office. E-mail : apanut13@gmail.com



RNAL OF HEALTH CONSUMER PROTECT
91sd1sMsAUASaVKUSInAGIudVNIW

Vol: 5 No.2 July-December 2025
Un'5a00n 2 NsSnyIAU-SUIAL 2568

Abstract

At present, complaints related to health products and services have shown an increasing
trend, highlighting the importance of developing an effective complaint management system. This
project aimed to: (1) develop a complaint management system for health products and services
at the Maha Sarakham Provincial Public Health Office, and (2) strengthen the management of
quality-related problems in health products and services through collaboration with local
consumer protection networks. Key performance indicators included: (1) adherence to Good
Complaint Handling Practice (GCHP); (2) the establishment of district-level Complaint and Legal
Enforcement Centers; and (3) the development of an integrated complaint management database
enabling cross-sectoral data sharing among provincial authorities, district health offices, and local
administrative organizations. The project was conducted in Maha Sarakham Province between
October 2024 and September 2025. The results indicated that: (1) the provincial complaint
management system fully met all GCHP criteria; (2) district-level centers were successfully
established in all 13 districts, achieving 100% coverage; and (3) an integrated complaint
management information system, known as the “Pu-Paeng Project,” was developed. This system
provides real-time dashboard monitoring, enables complaint status tracking, and supports regular
intersectoral meetings among provincial, district, and local administrative organizations. These
collaborative actions contributed to problem reduction, such as coordinated surveillance of illegal
cosmetic distribution in  community markets. Conclusion and Recommendations: The
establishment of the Maha Sarakham Provincial Complaint and Legal Enforcement Center
effectively expanded collaborative mechanisms to the district level. However, ongoing data
analysis, systematic information referral, and continuous monitoring of operational barriers are

essential to sustain system effectiveness and ensure maximum benefits for health consumers.

Keywords: Complaint management; Good Complaint Handling Practice (GCHP); Decentralized

governance
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