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Abstract

This mixed-methods study (qualitative-quantitative) employed grounded
theory to identify key factors, barriers, and solutions for improving complaint
response systems. Qualitative data from 30 semi-structured interviews with
experts and managers were analyzed using open, axial, and selective coding
in MAXQDA. Quantitative validation was performed via confirmatory factor
analysis, with instrument reliability confirmed (Cronbach’s o = 0.84).
Findings revealed that processing accuracy, response transparency, and
efficiency enhancements directly improve complaint systems. Senior
management support and technological infrastructure emerged as key
facilitators, while bureaucracy, resource shortages, and employee resistance
to change were primary barriers .Proposed solutions included Al-based
complaint systems, staff training/empowerment, and rapid feedback
mechanisms. The study highlights the necessity of integrating technical and
human dimensions for systemic transformation. These results can inform
policy and procedural reforms across organizations. Future research should
evaluate the proposed solutions’ effectiveness in operational environments.
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Extended Abstract

Introduction

Responding to complaints is a fundamental aspect of enhancing service
quality and increasing stakeholder satisfaction in both public and private
organizations. Effective complaint management not only helps organizations
identify systemic weaknesses but also provides an opportunity to address
stakeholder concerns and foster a culture of continuous improvement. By
prioritizing complaint resolution, organizations can build trust, improve
operational efficiency, and establish a robust framework for accountability.
This study focuses on the Ministry of Sports and Youth, exploring how a
performance management approach can optimize the process of responding to
complaints and contribute to organizational growth and development.

Methods

0 achieve the research objectives, the grounded theory research method was
employed, allowing for a systematic and in-depth exploration of the factors
influencing complaint response mechanisms. Data collection was conducted
through structured interviews, which were centered around three primary
research questions:

What factors influence the Ministry of Sports and Youth's response to
complaints under a performance management framework?

What obstacles and challenges hinder the Ministry's ability to effectively
address complaints?

What strategies or solutions can be implemented to enhance the Ministry's
complaint response system?

The reliability of the research instrument was assessed using Cronbach's
alpha, which yielded a score of 0.84, indicating high reliability. Data analysis
was conducted in two phases: qualitative and quantitative. In the qualitative
phase, coding techniques were applied to identify key components, themes,
and patterns. A structural model was then developed using Smart PLS
software to visualize the relationships between variables. In the quantitative
phase, inferential statistical analyses were performed, including Kolmogorov-
Smirnov tests, one-sample t-tests, analysis of variance (ANOVA), exploratory
factor analysis (EFA), confirmatory factor analysis (CFA), and non-
parametric equivalents, all conducted using SPSS version 26. Additionally,
Smart PLS 3 software was utilized to refine the research model and validate
the relationships between variables.

Results

The study identified several causal factors that directly influence the
effectiveness of complaint response systems. These factors include accuracy,
transparency, efficiency improvement, and the prevention of incorrect
decisions in supervisory processes. These causal factors demonstrated a
significant direct impact on the central category of "improving accuracy," with
a standard coefficient of 2.755. This highlights the importance of enhancing
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transparency and security measures to establish a robust accountability
framework.

Contextual factors, such as support from senior management, clarity of
organizational goals and stakeholder needs, and the implementation of
advanced technologies, were found to have an indirect impact on the central
category, with a standard coefficient of 2.817. These findings emphasize the
necessity of creating an enabling environment, supported by strong leadership
and technological infrastructure, to ensure the success of complaint response
initiatives.

Furthermore, the study revealed that a rapid response mechanism in the
inspection process and the development of security and privacy measures are
critical for maintaining stakeholder trust and ensuring effective complaint
resolution. The integration of these elements into the complaint response
system can significantly enhance the Ministry's ability to address complaints
in a timely and efficient manner.

Conclusion

This research is developmental in nature, aiming to optimize operational
processes, enhance service delivery, and improve existing systems within the
Ministry of Sports and Youth. By employing open, axial, and selective coding
techniques, the study identified critical factors for effective complaint
response, including accuracy, transparency, responsiveness, efficiency, and
security. The findings underscore the need for a holistic approach that
integrates managerial support, clear objectives, and technological
advancements to address complaints effectively.

The study provides actionable insights for organizations seeking to
transform complaints into opportunities for growth and improvement. By
fostering a culture of continuous development and stakeholder satisfaction,
organizations can not only resolve complaints more effectively but also
strengthen their overall performance and reputation. Ultimately, this research
contributes to the broader discourse on performance management and
complaint resolution, offering a comprehensive framework for organizations
to enhance their complaint response systems and achieve sustainable success.
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