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Abstract

This research studies the resolutions to the citizens’ complaints on noise disturbance
(chapter 2) and insufficient financial resource for education (chapter 3). We explore current
management practices on both types of complaints in detail. Complaint statistics from the
relevant government agencies were collected and analyzed. Government officers, at the
central and local levels, whom directly or indirectly responsible for the problems were
interviewed about their current responsibilities, practices, obstacles, and suggestions. Focus
group discussions with relevant government officers were also conducted to collect opinions
on the issues.

It is found that the management of noise disturbance complaints involves many
agencies. However, the responsibilities and roles of each agency are still unclear. It is also
observed that no practical definition and classification of the noise disturbance problem has
been formulated. Data on complaints about noise disturbance at different agencies are not
synchronized. People facing with the problem do not know about the practice protocols.
Suggestions to the problem can be divided into 3 levels. (1) Problem prevention - the local
government should be more stringent in issuing and monitoring business permits; the local
government should provide training workshops on noise disturbance control to business
owners in the areas; a legal penalty for noise nuisance should be increased; and public
awareness on the cost incurred due to a false complaint should be raised. (2) Complaint
process — noise nuisance complaints should be categorized so that they can be handled
practically and appropriately; information on such categories and complaint practices should
be publicized; synchronized database of complaints should be developed; and the use of
electronic documents in the government agencies should be promoted. (3) Problem solving
— the government should allocate skilled human resources and equipment to the
responsible agencies adequately, especially at the local government level; the roles and
responsibilities of those agencies should be properly redesigned and integrated; public
hearing on the issue should be arranged so that practical recommendations can be voiced
to the policy makers.

For complaints on education, it is found that, despite the 15-year free education and
student loan policies, there still exists many complaints requesting for educational financial

assistance, especially in the remoted areas. Recommendations for this problem can be



summarized as follows. (1) Supplementary budget from the government should be granted
and allocated to students according to their needs, in addition to the current budget
distributed according to the number of students. (2) Student Aid Fund at a provincial level
should be established. Funds could be raised through collaborations between private
sectors, alumni, a collaborative-school system, and fund-raising activities. (3) Student
screening process should be coherently developed. (4) Synchronized database of students
in need of financial assistance should be established. (5) Lastly, school should regularly

inform parents about available financial assistance and complaint procedures, if needed.
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