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MISS PORNRAVEE ARAVEEPORN : CONDITIONS AND EMPLOYEE
PREPARATION FOR SUPPORTING FINANCIAL INNOVATIONS IN THE DIGITAL AGE
OF THE COMMERCIAL BANK IN NAKHON PATHOM PROVINCE THESIS ADVISOR :

ASSOCIATE PROFESSOR PITAK SIRIWONG

The objectives of this research were to study the preparation for supporting the rapidly changing
financial innovations of commercial banks and to explore the problems and obstacles of changing financial
innovations facing bank employees. This study used a qualitative research as the research design. Data were
collected from two groups, namely 20 main operation officers and branch management officers. The researcher

collected field data through observation and in-depth interview.

The results of this research indicated that financial innovations have changed over time and
consumer behavior is influenced by technological progress, resulting in-the changes in customers’ financial
behavior. Customers have the right to choose to use financial services from various companies such as
TrueMoney Wallet, Rabbit LINE Pay, and PayPal. Management plays an important role in building awareness
and understandings by changing thoughts and working methods of employees in order to enhance the employee
potential and the preparation to deal with the changes by emphasizing on developing personnel to be a financial
advisor with ability to comprehensively recommend financial services to customers to meet customers’

changing needs.

In addition, the situation-in the financial business model has changed because the works of
employees can be replaced by new financial innovations. The changes lead to the following impacts: 1) staff at
the counters will be replaced by technology, 2) The new financial business model will emerge due to the use of
technology, and 3) Some work cannot be replaced by technology. From the operation, the researcher discovered
that the main problem was employee adjustment due to their negative attitudes, insufficient knowledge and
understandings from conventional work routines, failure to adjust themselves with the changing work model,

causing work stress and pressure. This group of employees will gradually disappear from the banking system.

In sum, the findings of this research could be applied as the guidelines to make the plan for
enhancing and developing employee potential to support the expansion and competition of the banking

business.
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