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Social Construction of Meaning, Source of Meaning and The Guideline of Quality Service

By Krung Thai Bank Staff, Khathathorn Road Branch, Mueang District,Ratchaburi Province
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Abstract

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 managers,
staffs, and customers using a service at the branch.

The research found that quality services are 1) customer care throughout service process
to satisfy customers, 2) employees can recommend services and resolve problems to customers,
3) service beyond expectation, and 4) service that gives customers maximum satisfaction in
service. 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” knowledge in some products, and 4) lack of attention to customers. Guidelines of quality
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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.
Keywords : Quality Service, Krung Thai Bank, Social Construct of Meaning
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