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Abstract

This project aims to monitor, audit, and evaluate the performance and administration
of NBTC, Office of NBTC and Secretary-General of the NBTC in the area of consumer
protection performance (2019) according to Act on Organization to Assign Radio Frequency
and to Regulate the Broadcasting and Telecommunications Services B.E. 2553, and the
additional amendment. In this work, there are 4 main topics of performance to be
considered, (i) the complaining operation, (ii) the regulating of service price structure, (iii)
consumer protection efficiency enhancement, and (iv) increasing customer awareness and
participation. The concept of Good Governance and CIPP Model were employed. For data
collection, it was collected from the draft of NBTC annual report, focus group, public
hearing, and survey from around Thailand. The result of this work showed that NBTC's
operations were able to achieve operational objectives, handling of complaints, regulated
the service price structure, provided more options for customer complaining channels, and
increasing customer awareness. However, enhancing public communication on the work of
consumers protection and providing for accessibility and convenient complaining process are

keys to help advance and support for NBTC efficiency work.

Keywords : Performance Audit, NBTC, Consumer Protection, Complaining Operation



