anmdymuaziuinislunsiaundanisnanInnsusnsvaminey

sUIANINTIME @1vetatensd dunewie JmMInTIvYs

Tag

UNATINTUSUNS DUENTana

3waﬂﬁwu§iﬂumuwﬁwaqmsﬁﬂmmwé’ﬂqmu%msqiﬁwmﬁ’wﬁm
HUIMANGATUSUTTINUMNUMAN WNUW N WUU N 2
UaaInINeae umine1nedauIng
Unsfinw 2561

AVANTVBIVUNAINYIAY URINYIaeAaUINT



amwﬂﬁymuazLmeﬂumiﬁwuﬁmmsf-qmmwmsu’%mﬁmaqwﬁfﬂmu

SUIANINTIMNEY aESERENA SneLiled JWInTIvU3

Tne

UNANINTUTUNS BuganTana

Inegdnusihdudunilwesnisinnaumdngasuimsgsiaum g
AUMENGATUSUTTINIUMUMTN WNUW N WUU N 2
TIAINeae U Ine1neAauIng
Unsdnw 2561

AVEANTVBIVUNAINYIAY URINLIaeAaUINT



THE PROBLEMS AND DEVELOPMENTAL APPROACHES IN QUALITY
MANAGEMENT OF KRUNGTHAI BANK EMPLOYEES SRISURIYAWONG
BRANCH RATCHABURI PROVINCE

By

MISS Pornnarin LIMTHASITSAKUL

A Thesis Submitted in Partial Fulfillment of the Requirements
for Master of Business Administration (MASTER OF BUSINESS ADMINISTRATION
PROGRAM)
Graduate School, Silpakorn University
Academic Year 2018

Copyright of Graduate School, Silpakorn University



Wite anmUymuaziuanlunIsiauIINNISAMAINNITUINNS

YoantnausuIAINTIlng @a1ATated duneliles

SN FRLATH
2 WIUSUNS BUgANTana
#1971 UANEATUIMNTTINAVNUUNA UKY A LUU A 2
s = (Y a ! £
2197138NUINYIUAN "3 USeuay vgulns

v a

Taudininenae uninendefaling lesuiasaneydilidudiunisvesnisfine

ANUNANFNTUSUNITTINAUNIUEUNA

Y 9

________________________________________________________________________ AMUAUUTNRINGIY
(599187519158 A3.915301 Tuniily)

a =3

NISUBAUTRULAY

________________________________________________________________________ UsesIUnITUNIT
(509ANENI19158 5. NN AI19A )

e‘d‘ = o

________________________________________________________________________ 91971589 NUSNW AN
(93, Uy wjulng )
________________________________________________________________________ HVISIAaANIeUeN

(H9eans1anse a3. 3w 1eT1eY)



58602391 : MANgATUSMTTINUNIUMIAN WNW N WUU N 2

[

ANdNAL F’!mﬂ']‘W‘U%ﬂ’ﬁ, mﬂﬁmmwms, ﬁuqﬂﬁiﬂiﬂiﬂﬂ

o

WA WIUSUNS Augransana: anmdgmuaziwimslunmsiaundanisaunin

<3 9

N15UIN5VINLNNUSLIAGNTINY  a11A3a3829d 61naiiies Janins1wys 9191567

USnwiimenlinug : a3, USayayr wigulng

v
v

ANSIFYASING

[

npUszashivednwan ndyninazuuinidunisiauidnnis

o

o =

ANNINNITUINISVOINENUEUIATSNTINE @1vedasensd dunewies Jawdasiays Wu

a o g 1 9 a o A a

N9 BRuN N lngdiTe@nwAualn 1enansive d1s1iieates lagldisusingnisel
e WusiuudeyalaedSmsdunisaliiuuiaizdn Auduimsaiv waznidnauludadin

A1U1ATASEA LargnAsUIAINTIlnY EuATaSe I

HANITITENUIT NN NULAZENAID0ISUIAINTIINEY avATgTesd Lalv

ANUNINEYDIAUAINNITUTNNSAR 1) NTUSnIsIvignAinauiianelagean 2) n1s

a (Y 6

gualiAUinul eSungtayalasnandnianeg vassuinns saudanmsuitelamvnliiugnm
yinviu 3) MIuinisanddeansadle iille quateTlaldandnaoaardousiiuduan
w@SaAunszuannsliuinis lasnuanmilyuivasamnmnisuinig dsgnoudae 1)
Hymrdrudiuauniinaiy 2) ninsueinanudsrvialuuimdnsud 3) dynidu
walulaglunsliuinis wwmdunsimuinmnmamunisusnisyesuinsngilng awn

a

Asased Ag 1) dmyaains lown n1sdaassudnaulinigaedenisiiuinisvesgnan

'
a =)

Usrruduiisiieth dgmiiad udauneiu tieadsussingrunsedeagulniululy
WWIMaRgIty 2) fimuyamnslagdnlvdniseusi msaeuiananisiseuiluidagaian e
3) afuleuieisesnisaeusuegeduseansain lneivualnilgudaninn Meeter /

Greeter Apglin1sAausu wurih YIewwde Lard uigANUaEAINtUNITYINGINTINLAGNAT



58602391 : Major (MASTER OF BUSINESS ADMINISTRATION PROGRAM)
Keyword : Quality Service, Social Construct of Meaning, Krung Thai Bank
MISS PORNNARIN LIMTHASITSAKUL : THE PROBLEMS AND DEVELOPMENTAL
APPROACHES IN  QUALITYMANAGEMENT OF KRUNGTHAI BANK EMPLOYEES
SRISURIYAWONGBRANCH RATCHABURI PROVINCE THESIS ADVISOR : PARINYA ROONPHO
The purpose of this research is to study The problems and developmental
approaches in quality management of Krungthai Bank Employees Srisuriyawong Branch
Ratchaburi Province This study is a qualitative research reviewing literatures by a
phenomenological method. Data was collected by an in-depth interview with branch
manager and all employees of Srisuriyawong Branch and customers of Krungthai Bank,

of Srisuriyawong Branch.

The results show that the staffs and the customers of Krungthai bank
(Srisuriyawong branch) defined the meaning of the service quality in 3 dimensions; 1)
Excellent Services - providing ultimate satisfaction to the customers. 2) Caring - being
as consultants to provide the information, also, resolve the customers' problems. 3)
Responsiveness - willing to help the customers and pay attention to the customers
throughout performing the service. Moreover, the researchers found that there are 3
main problems of the service quality, including; 1) Insufficiency of the amount of the
staffs. 2) Lacking of professionality in. the staffs in some products. 3) Lacking of
technology knowledge to use for providing service.  Development solution for
improving the quality of service of Krung Thai Bank, Srisuriyawong Branch is 1)
Personnel: Allocate sufficient staff to serve customers and create Executive meeting
to bring up problems discussion. 2) Human developing to be providing Training,
Learning assessment in company products. 3) Create effective hospitality policies by
requiring Meeter / Greeter operators to welcome, recommend, help and facilitate

transactions for customers.
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