mMsUs:encildgunSaaisn (Appreciative Inquiry)
IWOIWLUAWWOWOTDUODANA
NSCUANL @ snAsnsoing 91ia (UKsU) awnaassid
Yorndnaassu
Implementation of Appreciative Inquiry to Increase Customer
Satisfaction: A Case Study of Krungthai Bank CO.,
Udon Thani Branch, Udon Thani Province

Azsmil 9 1elAniazsa (Sirirat Tangphikunatam)*
#4878 9111304 (Adchariya Auppakarakul)**

unAnga
=3 % = . . .
miﬂﬂ‘]:rﬁma‘ﬂi:;ﬂqﬂ[’ﬂmﬁum‘ﬂmm (Appreciative Inquiry)
WaiinauisnelageagnAn nedine : swiAnangalng Aare ()
a1119n957% A9ninanss iun1sideidinunnlneldngilscacd
WaAnmanunisaiilaqiiuuarfuntlszaunisalfiuuanassniineuuay
Py y a = = = P

anAnluniannlduinisisunanangslng anagasantl waziva llduwamnng
nsmuIaunnlunisliuinisungndn nrsandunisdnenlunsay
dupaulfldnszuaunisguvizaaisn fedsznausog 1. Sumeuam 2. Tusau
ANEL 3. TupauNIIEaNLLL 4. TuRBUENWIN eAunlszaunisnl
prubanaaaniinauLazgnAiun lduInsuiandinessunatangsing
a17197951% IAEn19ANN1E0IgNAIAIUIL 32 ALLATHITNITUA UL 18 AN

uiathuasnziunqnsn anlaausaznsdiAnm Winanliundinsed

* inAnfSyyin wangmatBunsgIianmiugn InendutinginAneinisdnnig
UMINEAETRULAY

“ g1q19¢3vANANeN AL MANEINNITANNT NUNANENA UL



ﬂ’]i‘ﬂi‘ mm%}ﬁumﬂmﬁﬂ mewumquwa%mmaﬂm
nedlAnmn ; ﬁmmiﬂiﬂm {10 (UL mmammu @qmmammu

dszmnauamuuameiauuaziulaulafiedisaufionelavesgnin
swIAINgelng a1m1gaIentl

nan1sAnsi lilALuanansimuinazliulgenninnig
nsieifueaiiovelazasgnén eau 6 Tasanas 1) Tassnnsanszey
ALNINNI9LENT 2) TA9N13 Moming Talk Twin 3) TA3ann3 Super Fast 4)
TA9N1INABIFUTBLALD LLuzLﬁfanm@mmwmm?mi 5) TA39n13 ARG 111
A wna 6) Tasanas Teller Note wgaannilgrinlaseniaunld lwreuiiuna
fefguianwudnszaALANsWalasasgnANsuIANINgalng @11nensEdl

'
a

WANTUANN 3.35 AzUL 1 4.22 Aziuy waza ni3n 1iluuanialunig

o

WNLNIAUNINNIILEN98saWIANINgs Ineananaue 1

° o = PN =
ﬂ']ﬁ']ﬂ u: Zﬁu‘ﬂﬁ‘ﬂ@’]ﬁﬂ, ﬂq?LWNﬂquWQW’ﬂI@

ABSTRACT

This study used appreciative inquiry to enhance customer satisfaction in
a case study at Krung Thai Bank Public Company Limited, Udon Thani Branch.
It was qualitative research. The objectives were to study the current situation
and the positive experience of employees and customers and to improve the
quality of service. The research applied the 4Ds of Al consisting of 1. Discover
method, 2. Dream method 3. Design method and 4. Destiny method to find
out a positive experience for employees and customers at the branch counter
services of Krung Thai Bank, Udon Thani Branch. The processes began with
32 customer and 18 staff interviews. Then, data was analyzed to find com-
mon experiences and unique experiences. The results were analyzed for the
development and improvement of the process to increase customer satisfaction

with Krung Thai Bank, Udon Thani Branch.
The study has developed and the quality of service improved by
creating 6 Projects: 1) The quality of the service, 2) The Morning Talk Twin,
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3) The Super Fast, 4) projects to get feedback to improve the quality of service,
5) a project about thinkingdwell, doingdwell, and talking well and 6) The
Teller Note. The projects were implemented from March to June and met
the satisfaction of customers of Krung Thai Bank, Udon Thani Branch. This
increased from 3.35 marks to 4.22 marks and reached the target. In addition, it

can be a guide to improving service quality of other Krung Thai Bank branches.

Keywords: Appreciative Inquiry, Increased satisfaction
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