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Complaint Management and the TULIB Complaint System

at Thammasat University Library
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ABSTRACT

Thammasat University Library has established guidelines for handling
complaints. To manage the complaints process more efficiently, the library has worked
to improve and develop procedures for following up in complaints management. The
system collects different types of feedback, including praise, suggestions, and

complaints. The complaint system (TULIB Complaint System) was developed according



to the plan-do-check-act (PDCA) quality process and operated under the concept of
objectives and key results (OKRs). The focus was on goals and results, to create new
innovations for the library. In addition, the complaint system complies with quality
requirements of ISO9001: 2015 and 1SO14001: 2015, in aiming to become an innovative

and sustainable library in diverse ways.
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