d v v f
Elq‘VIﬁﬁ1ﬁﬂiﬂ]iwwu1ﬂﬂ!ﬂ17‘|ﬂ1ﬂ?‘iﬂﬁﬂé§

NIAUANHIHAYANABINIIYA 1DALITH.N1IID d@fﬂﬁsﬁau

Q %mﬁwuﬁﬁzﬂudmwﬁwmm:iﬁﬂmmumﬁ"ﬂqﬁiﬁaﬂﬁmmumﬁmcﬁm
AVIIMGNTANTAT MTHALU
UHINOAITFATIIUATUNS
W.F1.2552

4

a a = a @ @ a 4
AVANDTUDINHIINYIAYITIFN I TITUATUNG



STRATEGIES ON SERVICE QUALITY DEVE@%ZNT

A CASE STUDY OF S.M. TOWER CONDO@UM

A\
IS

A
(\
O) Qbékr Nathapon Kongsila
&
O
D
f\

o~§

A Thesis Submitted in Partial Fulfillment of the Requirements for
the Degree of Master of Arts program in Development Strategy
Rajabhat Rajanagarindra University

2009



§ a a J J o a

FOINOUINUT gNEANAAs MINAAUNNMI TRUTNS : nIdiAn
aa <} J a
UAUNAADINITYRA LD HF.LON.N1IUIDT noulaiitiowy

pnawauly wangnln Sadangunnunmiued

1 o a
AR UIWYUIWUD AT %
] ' Pl a
Uszmwnssumsnlinm  Aaemaninnisd as.nad Tsail lwmnade Q

A (=
N35UMINUTnE

e e

FAFNANTINTG AT.NYIT NWOUTIY

AUSNITUMIADY @

................................................... : BIUNTIUNIT
o a 4
(AT.FYNA aﬂuumm) N

................................................................................... NITUNII

o
XN

9 4 =\ Y 4 o a a
(HYIWAAATINTY AT.1NAIA T501ln (WYIWATATINTY AT.NFIT NWINHIY)
............................ O) ANTIUMT e DTTUMITHAZ VYNNG

Y o [ Y 4 = 9 =
(W¥IWFTANTI158 QN navn) (HBIWAANTIITY AT.IUADU %)

Y
a @ a @ @ a J wvag Y o A a J
UNAINYIAY WH1INGAYITIBNHITUATUNT @HNﬁiﬁu‘UﬂﬂﬂWHWHﬁﬁ

jmo}
e
Qe
)}
R
)}
—,
)
=
-]
N
Q

niveImsAnEIMMangasAalmaasulinge

O& AN INGNENAATMIHAIL

ca
=
2.



a a

3 d d % a
FoInenHinus gNBAAASMINAUIAVUMNIITIRUINS

=] aa < d a A
NIUANHIUAUNAADIANIYA 1DE.LON. NIV ﬂi’)‘iﬂﬂwuﬂu

Q Q

9 o J a
4398 MYPUFNUT AgAD

U A d (Y
YSayan fadmansumiamia N INYNEMaNINISTHOM)
WUmsfinm 2552

Y ¢

dszsunssumsnilSom  daiamansoisd as.nadd 1sailneane
U Q

d' v d (% a al 4
ﬂiﬁ»lfﬂi‘ﬂlﬁﬂ‘lsﬂ AYIYFITAIIDE AT WY1 NNENTIY
%4 )
UNNAED

4 9
v A

9
Aav I aw ) a AV @ A a a
msdsensatilumsitouazann Tasldimailapaiadonausalsna vazFmann
Ao s A = A A Yy o Y a A ) s
uiagiszasdmednyigamilymininedteaiuguaTg1s MuTms inedsgnsmans
[ Y a d' = = = 9 o a 1
MINAUIRUNINMI IHUTNIsuazielsoundungiuiane lavesgivuimsneuuas
[ o Y a = 1 A 9Jq Y < 4
naam e IMMI IMuTMs Uszainile hgu Ao {l¥e1n13%A 10e.10N.1121703
o [ @ (] o a I~ ~ aa
I 1,492 au nguAled1e wau 400 Py s lRuS M Hudmihivestdyana
< d o usj ao
PINITYA IOALDUNINIDS U 20 AU SUHoUMIITe Usznoudls msananmilam
a I~ a o 4
msueesmanuaariutazdorauduiysuddym msinszidoya msdumgnsmans
] 7 A9 Y a 1 Y Aa
msnaaevihwkugnsmdasitta Wld vazmsdszuwamsiannguainmsldusog

A A Aawv Y [ =] Yo Aa [ d Yq Y a
IATOINDIVY Ulﬂllﬂ LLUUﬁ@UﬂWlIﬂ'NNWQW@iﬁ]ﬂl@\iﬂﬁUUﬁﬂ'ﬁ HaguyUUauUN YU Ejﬁh"i‘llﬁﬂ']ﬁ

v
A o

aa P a &Y 9 1 19 1 = 1 ~
anaminnldlunmsaniagivoya ldun Afosaz Aunde nazdruwdeuuuniasgiu
msdszilunadmiums lagmsulSeuiisuanuiane laneuuaz vaamsnauIANN N
Yy a
M3 Inusns
= Aav v )= Y a 9o a ' [
Aag13Any 1INy anuianelaluganinms 1Musmsvesdsuusmsnouiann
¥ a ' o 9 = v a
Auaiheg 1vusns edluszavieemn anmilymnnulassiy ludunganssuuay
naglidIeen AuAwinNNaIITe nazaIuaNNSDAsTeULazszuUOUlFUTMS
2N 9o £ v = Yo = o
Bwugnsmaasn ey dsznoudle Insamsineusy milamlToy msaaduaou
a wva 1 a =< A a 9 a ) @ Y Y A Ao 9
Mslgiaay msduasumsanyunuanluaudnmsdmivaniig ndwiannug
' @ @ a ' I o o
Tuduang q Tagndesmsiannaanmms IFusmswud gnsenaasmiunlstinatldnanim
Y a dd? L o Yy ' = 1Y < Yo a Yy a
M MUTMSATY H95D3 100 Amdsszauanuiane lveadsuusmsTummswms Tiusms
dg/ I A dg‘ [ 9 4
qaUuIN 1.72 1Y 3.86 MY 2.14 WaInlsumugnsmans

o o w 4

MdIATY - gNBANAAIMIWALT AUNINMT VTS



Thesis Title : STRATEGIES ON SERVICE QUALITY DEVELOPMENT
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ABSTRACT

This research utilized both qualitative and quantitative techniques. The objectives of
the research were to study both the problems involving service.quality teaching and the formulation
of service quality improvement strategies and to make compdtiSens on the level of customer satisfaction
both before and after the improvement. The populatiomeonsisted of two groups. The first group
involved 1,492 residents of the SM Tower whom(of these 400 samples were randomly picked out
by the process of Stratified Random Sampling/( Thésecond group comprised of facilitators who were
the employees of the establishment (the juiStic entity of SM Tower) their total number comprised
of 20. The research process consisted ofistudying the problems, brainstorming for solutions and
suggestions, analysis of the data;formulation of the strategies, implementation of the solutions
and evaluation of the improyement. The tools used in this study were questionnaires on service
satisfaction and interviewing-service providers. The statistics used in analyzing the data were
percentage, mean,qand,standard deviation. The evaluation was to compare the satisfaction level
between before'and after the improvement.

The results of the research indicated that the level of satisfaction before the improvement
was véryllow. The main problems found were in the behavior, the expression, knowledge, ability,
responsibility and the system of service itself. The strategies formulated comprised of training,
mentoring, reduction of the steps in the process, and the encouraging of further learning for any
persons lacking knowledge in any particular topics. After the implementation of the improvement
process, it was found that the level of the service quality had improved, judging from the average
satisfaction level from the service customer. The level went from 1.72 to 3.86. An increase of
2.14 was resulted from the implementation of the improvement strategies.

Keywords: Strategies, service quality development
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