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MISS SASINAN  SUKKANTHARAK : SOCIAL CONSTRUCTION OF MEANING,
SOURCE OF MEANING AND THE GUIDELINE OF QUALITY SERVICE BY KRUNG THAI BANK
STAFF, KHATHATHORN BRANCH, MUEANG DISTRICT, RATCHABURI PROVINCE THESIS
ADVISOR : ASSOCIATE PROFESSOR PITAK SIRIWONG, Ph.D.

The purpose of this research is to study social construction of meaning,
source of meaning, and the guideline of quality service of Krung Thai Bank staff,
Khathathorn Road Branch, Mueang District, 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 staffs of Khathathorn

Road Branch.

The research found that quality services are 1) service that gives
customers maximum satisfaction in service, 2) service beyond expectation, 3)
employees can recommend services-and resolve problems to customers, and 4)
customer care throughout service process to satisfy customers. Challenges of the
quality service are 1) employees are insufficient to service customers, 2) employees
are lack of communication to  build customer  relationships, 3) inadequate of
staffs’expert in some products, and 4) attention to customers. Guidelines of quality
service are 1) best practices of branch service management, 2) all employees must
have a service mind, 3) a continuous improvement of branch personnel, and 4)

teamwork.

It is concluded that quality service is an essential for the banking
business. The service that impress customers and create maximum satisfaction is a
key component to appeal new customers and sustain existing customer base, in

order to the organization’s sustainable growth.
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