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Providing Customer Service

in Service Industry

The service Industry is about

what customers want. They stay in
hotels,visit attractions,go to restaurants
or leisure complexes because they
want to. The service they get depends
on service providers. Good customer
service can increase income in any
business,often by word of mouth.
Therefore customer service is the key
to the success of any business, es

pecially in service business.

*

* Chalermkiart Feongkeaw

GauMusH Mo

THE NATURE OF SERVICE

A service is a complicated phe
nomenon. According to Gronross (1990
: 27), a service is an activity or series
of activities of more or less intangible
nature that normally, but not neces
sarily, take place in interactions between
the customer and service employees
and/or physical resources or goods

and/or systems of the service provider,

which are prohibited as solutions to

Flight Attendant, Thai Airways International Public Co.Ltd., : M.A. (Education

-Instruction), Kasetsart University.
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customer problems.

Most often a service does
involve interactions of some sort with
the service provider. However, there
are situations where the customer as
an individual does notinteract with
the service provider. For example,
when a plumber using the main keys
of an apartment complex goes into an
apartment to fix a leakage when tenant
is out, there are no immediate interac

tions between the plumber and the

customer. On the other hand, many
situations where interactions do be
involved. Forinstance, when a guest
goes into at the reception in a hotel, a
receptionist welcomes him.

There are immediate interac
tions between the guest and the
receptionist.

The basic nature of the service
product differs from that of physical

goods which can be identified:

Physical goods

" —HomogENEOUS

—PRODUCTION AND DISTRIBUTION
SEPARATED FORM CONSUMPTION
PROCESS

=A THING

~CORE VALUE PRODUCED IN FACTORY
SELLER INTERACTIONS

~CUSTOMERS DO NOT (NORMALLY)
PARTICIPATE IN THE PRODUCTION PROCESS

It =CAN BE KEPT IN STOCK

—TRANSFER OF OWNERSHIP

Service Product

HETEROGENEOUS
PRODUCTION AND DISTRIBUTION AND

CONSUMPTION SIMULTANEOUS

AN ACTIVITY OR PROCESS

CORE VALUE PRODUCED IN BUYER—

CUSTOMERS PARTICIPATE IN
PRODUCTION
CANNOT BE KEPT IN STOCK

NO TRANSFER OF OWNERSHIP

| Y

4



KNOWING THE CUSTOMERS

We are all customers in some
way. In other words, customers can
come from every walk of life, be of any
nationality or culture. Too often we limit
our definition of a customer to some
one who is outside of our company. In
fact,everyone who works in a company
has customers regardless of whether
they work with external, paying custo-
mers or internal co-workers.Custo-
mers fall into external and intemnal cate
gories.

1. The external customer - These
are the people a service provider
deal with, either face-to-face or over
the phone, who buy products or
services from a company. They are
customers in the traditional sense of
the word. Without them there would
be no sales, no business, no pay
check.

2. The internal customer - These
are the people who work inside the
company and rely on each other for

the services, products and information

cal

that they need to get theirs jobs
done.They are not traditional custo
mers, however they need the same
tender, loving care to the external cus-
tomers.

Sometimes we are the customer
and other times we are the service
provider. For example, a co-worker may
come to us and ask for a printout of a
report. In this case, we are the service
provider because we are giving him
what he needs. However, ten minutes
later you may turn around and go to that
same co-worker and ask for help on a
project; now you are the customer.
CUSTOMER STYLE

All of us have some elements of
four different styles in our personality.
Here are the four styles as applied to
customers.

1. D - Demanding Customer. He
wants it now and doesn't care about
the details.

2. | - Influential Customer. This
person loves relating to others. He

wants to be accepted and he likes to
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talk a lot.

3. S - Steady Customer. Very
interested in how things work. This is a
reserved person who doesn't like
change.

4. C - Compliant Customer.
Interested in the quality of things. A
stickler for making sure everything is in
order and that the rules been followed.
The Demanding Customer - D Style

The demanding customer is no

doubt the most vocal customer. When
things go according to his expecta-
tions, he will be the first one to buy
something or accept and answer from

someone trying to help him. Yet, if
service is,in his opinion,done incor-
rectly, or if he feels challenged, he will
be the first one to engage you in an
argument. This type of customer can be
perceived as being belligerent in

service situations involving conflict.

- Fast

- Immediate
- Now

- Today

- New

- Let's do it

- Unique

Words and phrases we can use to successfully communicate

with D style customers include:

- Benefits

- Bottom line

- Leaders in the field
- Win

- Make it happen

- Results

n
—_— |

0



Dos

- Be clear, specific, to the point

- Be prepared and organized

- Stick to business

- Present facts logically

- Ask specific (What?) questions
- Take issue with facts only

- Provide Win/Win Solution

- Provide choice of options

Dos and Don'ts of Communicating with D Style Customer

@et

Don'ts

- Ramble, waste their time

- Look disorganized. lose things

- Chitchat, idle gossip

- Cloud issues, leave loopholes
- Ask rhetorical, useless questions

- Personalize issue

- Force D into losing situation

- Make decision for them

The Influential Customer - | Style
The | Style customer is the person

who needs and wants to talk. He has

a need for interaction with people and

social recognition.Therefore he will be

optimistic, inspiring, persuasive, and

trusting in his approach to you. He often
speaks with enthusiasm, has a smile on
his face, and is hoping for the same from

you.

with | Style customers include:

- Fun

- | feel

- You'll look great

- Put you in the spotlight

- State-of-the-art
- Everybody

f Words and phrases we can use to successfully communicate

- Recognition

- Exciting

- The latest thing
- Wonderfuf

- Awesome

- Fantastic




Dos and Don'ts of Communicating with | Style Customers

Dos

- Talk about people/thir goals
FI - Ask for their opinion
- Provide ideas

- Put details in writing

" - Provide testimonials

- Offer immediate and extra

L

- Allow them fo discuss dreams

- Allow time for socializing/relating

- Be stimulating, fun, fast moving

incentives for them to take risks

Don'ts

- Legisiate or muffle actions

- Be curtftight lipped

- Concentrate on facts/figures
- Be impersonal

- Waste time in "dreaming”

- Leave decisions up in the air
- Be too businesslike

- Talk down fo them

- Gef trapped and spend too much

time

The Steady Customer - S Style
The S Style customer is an accom
modating individual. This is the person
who, when he is inconvenienced by
your product not working will make
sure he doesn't upset you with his
complaint.The S Style customer is
patient, relaxed, logical, and systema-

tic.He is adverse to change,since he

doesn't want anything to upset his
process. If your solution requires a
great deal of change on the part of the
customer, you are in trouble,especially if
you don't soften the perceived impact
of the requested changes. S Style need
to be secure inthe fact that the solu-
tion is going to work and bring closure to

the issue.
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l Words and phrases you should use in communicating with

S Style customer include:

- Think about it - Comfort

- Take your time - Assure

- Trust - You can expect

- Guarantee - Conservative

- Promise - Certain

- Security - Here's what's going to happen
- Reliable - Step-by-step explanations

- Help me to help you

Dos and Don'ts of Communication with S Style Customers

Dos Don'ts
- Start with personal comments - Rush right into business
- Show sincere interest in them - Stick coldly to facts

- Listen patiently and be responsive - Force a quick response

- Present your solution logically, - Threaten or demand
softly, and non-threateningly - Be abrupt and fast
- Move casually, informally - Interrupt them
- Ask specific (How?) questions - Mistake their acceptance of your

solution for satisfaction

- Provide personal assurance - Promise anything you can't deliver

and guarantees

- Give them time to think - Force quick decision

|
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The Compliant Customer - C Style

The C Style customer is our
everyday perfectionist. He wants it
precise, orderly, and accuretely. He is
meticulous by nature and diplomatic
in behavior. If we are going to satisfy

a C Style customer,we better be armed

with all the facts,figures,and support-

ing data we can get our hands on. C
Style customers are sticklers for
following the rules. If we deviate in any
way from our policy or the law, they will

let us know.

" Words and phrases you can use with C Style customers include:

- Proven/proof
- Guarantees

- No risk

- Take your time

Dos
I - Be prepared
- Be straightforward and direct

- Look at all sides of an issue

- Take your time, be persistent

people

- Give time fo make decision

- Give them space

- Research (or data) shows

- Supporting data and analyze

Dos and Don'ts of Communicating with C Style Customers

- Present specifics of what you can do - Be vague and not follow through

create time line and measurements

- Use data and facts from respected

- No obligation

- Here are the facts
- Information

- Analysis

- Think it over

Don'ts

- Be disorganized or messy
- Be casual, informal, or personal

- Force quick decision

- Over promise
- Be abrupt and fast

- Use emotions or feelings

- Close foo hard

- Touch them




CUSTOMER EXPECTATIONS
Each person or client group will
have different expectations of a
hospitality outlet. Customer's expect
ations arise from many different
sources.
* Advertising
* Qutlet's reputation
* Previous experience of our
organization or outlet with our product
or service
* What competitors offer-can
they expect the same from our outlet?
As an example, a customer
wanting afternoon tea in a high-class
restaurant would expect a linen table
cloth, a pot of tea with hot water, a cup
and saucer, and served at the table.
The customer does not need such
style of service but expects it. The
customer would be appalled if served
with a polystyrene cup and plastic
stirrer. On the other hand, a vistorto a
bar would be surprised if served with a
china cup and saucer and silver tea-

spoon.

eda

Other establishments and situa
tions encourage certain expectations,
e.g. hotels with grading systems. Some
people go to places just because they
know to expect, and they are upset if
things are different. A patient in a private
hospital expects a single room with
television and telephone and private
bath and toilet, with meals and drinks
delivered to the room.

Good quality service exceeds the
expectations of customer. We need to
identify with the service or product we
are offering and give the customer a
sense of belonging and being cared for.

Customers' expectations have
risen with greater leisure, disposable
income, increased travel, and, ingene-
ral, greater knowledge of what the
service industry can now offer. They
have become more sophisticated,
educated and demanding This requires
we to be:

* Competent

* Work quickly

* Have a do-it-now attitude
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Customers are not willing to wait - Discourteous staff
around until we can find the time, - Slow service
they will find somewhere else to go. Great customer service can be a

Most frequent reasons for challenging profession, make the dif-

customers not retumning to us ference and set a company apart from p
- Not feeling safe or secure the pack. The benifits will carry the
- Poor performance of staff company to greater heights and
- Uncomfortable healthier profits.
- Unfriendly staff Qg
-
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Strategies of Communication in
"imazing Thalland™ Year

* Kedsuda Ratchadawisitkul

One day while having a stroll in
Chatuchak Weekend Market, | hap-
pened to see a tourst couple asking a
Thai guy about something. The man,
shaking his head, gave them an embar
rassing smile and walked away quickly.
The tourist couple, looking upset, shook
their heads, too. This Is a common
scene we frequently see in any tourist

attraction in Bangkok.

It goes without saying that this
embarrassing situation is caused by the
language barrier. As a matter of fact,

that guy didn‘t know that he could
use various ways to communicate with
the tourist couple even if he had
limited English. He could mime, draw a
picture or even say long sentences to

help make the tourists understand him.

These techniques used in a conver

* Head of the English Department, Facuty of Humanities Dhurakitoundit University :

M.Ed. (English Teaching) Chulalongkorn University. v



oo

sation by a speaker to compensate for
his missing knowledge are called “com
munication strategies”.

Communication Strategles Defined

Strategies of communication
were first invoked by Selinker (1972) in
his paper entitled ‘Interlanguage’ to
account for certain classes of errors
made by leamers of a foreign lang-
uage. These efrors were regarded as a
byproduct of the attempt to a leamer
to express his meaning in spontaneous
speech with an inadequate grasp of
the target language system. Defined in
the term of language learning, commu-
nication strategies are systematic tech-
niques employed by a speaksr to
express his meaning when faced with
some difficulty (Corder 1978).

Difficulty In this definition Is
taken to refer uniquely to the speaker's
inadequate command of the language
used In the interaction. Sometimes
communication strategies will enable
the learner to fill in some gaps when
he is uncertain of the cormect or appro-
priate linguistic form. Most of the time,
in a proficient speaker, communication
strategles that are virtually subconscious

will result in corect and unambiguous

output In the target language (Brown
1980).

In “Strategies in Interlanguage
Communication”, Elgine Tarone, Andrew
D. Cohen and Guy Dumas (1983)
identified several distinct types of
communication strategies observable in
interlanguages such as avoidance,
paraphrase, word coinage, circumlocu-
tion, efc.

Strtegles Commonly Used

1. Transfer. It is a type of nega-
five transfer from the native language
resulting in utterances that are not just
inappropriate but actually incorrect by
native standards. The speaker may
substitute his native language’s rules for
forming the possessive ; for example,
“the passport of Mr.Jack” for “Mr.
Jack’s passport” (wvﬂdaﬁ‘}mmﬁﬂma;
usm)

2. Overgeneralization. It is the
application of a rule of the target
language to inappropriate target
language forms or contexts. This type
of error is often found in Thai students’
performance of a statement when the
question-word order comes with subject-
verb inversion : | don’t know WHAT IS

IT. (The correct sentence pafttern is : |

M

F .



don’t know what it is.)

3. Prefabricated Pattern.
Defined by Hakuta (Brown 1980), it
refers to a regular patterned segment
of speech employed without the
knowledge of its underlying structure,
but with the knowledge as to which
particular situations call for what
patterns. Generally speaking, “tourist
survival® is full of prefabricated pattems,
most of which can be found in pocket
bilingual®phrase” books which hundreds
of sentences for varlous occasions are
listed."How much does this cost ?~
“Where Is the follet ?” ™ | don’t speak
English.” “I don‘t understand you.” are
the sorts of prefabricated pattems that
one sometimes leams at the beginning
of a language learning experience
when the structure of the language is
not known. Prefabricated patterns are
sometimes the source of meriment. H.
Douglas Brown (Brown 1980) revealed
his experience of leaming an African
dialect, Kikongo. In the first few days
of Kikongo learning in Africa, he tried
to say, In Kikongo,*l don’t know
Kikongo” to those who attempted to

converse with him beyond his limits; he

was later embarrassed o discover that,

el

in the first few attempts at producing
the prefabricated pattern, instead of
saying “Kizeyi Kikongo ko.” He said,
*Kizolele Kikongo ko.” (I don't like
Kikongol), which brought out reaction
ranging from amusement to hostility
from Kikongo listeners.

Generally speaking, prefabri-
cated patterns like can you, where’s,
what’s are useful phrases for leamers 1o
master early in the acquisition process,
before the structures are really known.
In other words, learners who develop
the phrases like the child leaming his
first language are able to express
functions which they can’t perform from
their linguistic system. In the process
of storing such phrases or patterns;
however, errors are offen made
because roteness is a factor of a lack
of knowledge of the structural rules to
produce the particular utterances. So, it
Is better for the learners to understand
the underlying structure of the language
they are leaming.

4. Avoldance. This type of
strategy consists of various means of
getting around the target language

rules or forms which are not yet an

established part of the learner’s
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competence. There are three interest
ing categories of avoidance :

4.1 Topic Avoldance. This
communication strategy is the most
interesting both psychologically and
linguistically. The learner makes an
effort to avoid the whole topic of
conversation about which perhaps he
feels linguistically uncomfortable. For
example:

A: Did you enjoy ice-hockey ?

B: Huh ?

A: The ice-hockey — the game
played with sticks on Friday night. Did
you enjoy it ?

4.2 Appeal to Authorlity.
This strategy occurs when the learner
“stucks* for a particular word or phrase
and he directly asks a native speaker
of the language (the authority) for
verification. For example :

A: When the bus came round
the corner, it-er-meet and-er-a van. |
can’‘t say that. How do you say this
action in English ?

B: Collide.

Furthermore, the learner can
also look a word or structure up in a
dictionary to find the correct and

appropriate word or expression to put

in the sentence.

4.3 Paraphrase. This strategy
of communication refers to the reword
ing of the message in an alternate,
acceptable target language construc-
tion. In the area of paraphrase, we
may find several types of this strategy
such as :

4.3.1 Word Colnage. the
word that is made up by the leamer in
an attempt to fill out a gap in the
knowledge of the target language item.
For example, the speaker lacks the
word “refrigerator”, he will call it “an
ice box”, “airball® for “balloon”.

4.3.2 Clrcumlocution.
the description of a word may be used
when a word is unknown. For example :

The speaker lacks the word

“towel”,

A: Is there a thing you dry
your hands on in the tollet ?

B: Oh, you mean the towel.
Here it is

433 Language Switch.
a word from the mother tongue may
be used when the target language
word connot be remembered :

A: | need un couteau to cut

this chicken. Un couteau .you know ?

o
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this chicken. Un couteau .you know ?

B: You want a knife ?

A: Certdinly.

In addition, the leamer must not
forget a resort to paralinguistic devices,
which are typically mime, gesture and
sound-imitation, to appeal for help from
the interlocutor for a word or expres-
sion.

A : Then the plane.. (mimes a
plane taking off)

B : It took off ?

A : Yes,

It can therefore be concluded
that communication strategies can
solve the problems in producing
utterances. Be that as it may, each
type of strategies seems to be risk-
taking in that it can run the danger of
faillure. Often do both the speaker and
his Interlocutor misunderstand each
other and the communication breaks
down. The crucial problems frequently
caused by these communication
strategies are errors In using the targst
language. However, the manipulation

of these communication strategies can-

eled

lead to achievement of second lang-
uage learning; that is o say, when his
interlocutor can interpret what the
leamer tries fo convey, the learner can
also develop his second language
leaming.
Thus, it Is better for a waiter in
a restaurant with limited English to say
something not quite comect than to get
nervous and refuse to speak to foreign
customers. Errors are inevitable and
indeed necessary part of the process of
learning a language of the speaker
who can get the feedback that
enables him fo learn from his errors.
The most important of all, such marvels
of using the communication strategies
provide a precious experience for the
speaker and a remedy for the people
who are in the despair of attempting to
communicate in a foreign tongue. So,
having difficulty in speaking to
foreigners in *Amazing Thalland Year ?
Why don’t you try “tourist survival

language” with communication strate-

Qg

gies 7



oo

REFERENCES
Bialystok , E. Communication Strategies. Oxford, Basil Blackwell, 1990

Brown, H. Douglas. Principles of Language Learning and Teaching. N.J., Prentice-Hall

Inc.,1980

Corder, S. Pit. “Language-Learner Language®, in Richards, Jack C.(ed.), Understanding

Second and Foreign Language Leaming. Massachusetts, Newbury House, 1978.

Faerch, Claus and Gabriele Kasper. Strategies in Interlanguage Communication. N.J.,

Longman Inc., 1983

Gumperz, John J. and Celia Roberts. Deloping Awareness Skill for Interethnic

Communication. SEAMEO, Occasional Papers No.12 (April, 1980).

T



',-;\ﬂgtt’l/"’lﬂ

umﬁnnu
1 oo ot oo nqumnn - FMAN beda

m:-u?1-4'lsamummﬁ

**nmnmu ndn (T ) dl

AUmsusms

tﬂuﬁm-:*:wﬁ'nmiwuﬁ'ﬁwmé
u?ms‘qnﬂuua:vlnm;-{neag:ué"r;q AUVTE
ﬂ%'wﬂ'mmﬂﬂaLﬂuauwé’wﬁé’uﬁéﬁi«ﬂu
waman ugmsilade (Strategic facton
fihAnudnsa ﬂ?ﬂﬁﬂﬁiﬂ’]?ﬂ’léﬁ?ﬁ‘i Tae
foruaeiulvanfazaunuan AN AUl
AnuuaA JAnEAIN (Potentiality) agj
Tumasmias ynaull nnAuu NnAun
'lﬁ:uﬁ:‘l;vh'luvlnﬁ'qﬁ'mﬂm‘muw?m'm

N

* Taudania  alnneA 4

unlulanunepuidussefimanis
uIuITAU né’unmmﬁm‘?mﬁmn'ﬁ'qm
aenalsfimuiufilanaziTudeTiiuany
ﬂ’llﬂi‘ﬂ'llﬂQéﬂ?‘%’]?ﬁ@:ﬂﬂ’]ﬂﬂuﬁﬂﬁﬂﬂfﬂw
'luﬁ"}qﬂa'mimﬂ'lﬁn'ﬁﬁqﬁuﬁ’nﬂwmmu
aanunlrlmiusslony Inenslnlania
'lﬁnwaﬂ’uaquﬂuﬁmLﬁumﬂu"‘:ﬁmqﬁ
duiemansuaziay TuuufiGanandy
NALAMUANIAR LAGA BU) vida Tip Aame
Wi -

* 9199ELUSFIAUSUTINIGING UM INGNAEFIIALUTIAL : MBA. (General Management)

United States Intemational University, U.S.A.

** ulaunzFyuisENaIn Pell, Arthur R. “Open Your Ears, Open you Mind* in The

Complete |diot's : Gulde of Managing People. New York : Simon & Schuster Macmillan,

1995.

Qo6 ~ 10'0



gola

&

WalanaewausuNIANUARIUTRINY (My mind Is Open, but thelr
mouths are Shut)

1FU7N... mi‘ﬁgn?"mi‘m?ﬂﬂui"uﬁqmmﬁmﬁu'umam?m'luﬁnsﬂuﬁq
?“ﬁn'h'n asnNainduaANLARTEImuaanllnau Lﬁmmnﬁﬁzmmﬁmﬂﬂﬂﬂ

mmmu ﬂiﬂﬂdﬂﬂﬂﬂﬂﬂﬂﬂﬂ‘lﬂﬂq‘i“i-ﬂﬂlﬂlﬂﬂuﬂﬂi‘uﬂ]_lﬂﬂﬂﬂVI'N"j 'ﬂﬂlﬂ‘ﬂﬂ

nnas menmvw aln -

‘qafansauiuilalanane (Usten with an open mind)"

W92, ﬂuamﬂﬁ"lo;%“lﬂtﬁﬂqnémnmiw (No matter how smart you
are, there’s no way that you can know everything) uwm%ﬁatﬁui}'ﬂﬂmn
vaslufineuansssiidinemiudni umnﬂi‘"Lﬁumi’?l.ﬂ'r']"v;'luﬂtymﬁﬁ
uuumumﬂmq‘lﬂmnwmuﬂﬂﬁ‘lﬂ maﬂmum‘lﬂﬁmemmman’lwnuﬂ':um‘lﬂ

'ElEl"l\!ﬂ\'IWmﬂf"l

L e 4 1
mslnlsaidadssaduiauEassninne g

(Keeping an open door open)

uua‘ma‘m?’lﬂjuiauwu'luanmu"wLuun'ﬁ‘mau‘sua m'ﬁﬂ'luwumuvm 19
AU 1wmmsnL'u']mwumu'lunmlmniﬂmwmnnuﬂ“(ym 1838nses vidats
\AUBULETIAY \aNAnNBIBIANS (Productivity)

u'iﬂu'151ﬁaanm‘lugﬂm?ﬁﬂmwméﬂﬁuuuﬁ"um (Upward commu-
nication)

yiaii... u:u?m‘ro;amﬁnL‘é‘ﬂqmim:ﬁﬂmf] fnudueanalnwiiney

(] v v i
Lﬂﬂﬂ’ﬂli‘:_‘:ﬁﬂ']’} "MIVUILTT boss I.‘:"'I.IMFY]'}JJH’Iﬂ[yﬂﬂd’]un’mﬂ']’m’)'ﬂ’)ﬂﬁ’)"

Tﬂﬂﬁ ﬁwu?‘ma‘ﬂ’mmqnmﬁmmﬁﬁm?nntﬁmﬂﬁﬂ‘ma v1aasl

?’JMﬂUﬂUﬁﬂuﬂQ wa‘ﬂunn'lwFmuauﬂnau'lqamqmuﬂ'lumuﬂm discuss N

uas mm}mqm-m?nnﬂi‘-mumamunaeﬂuutﬂw]umﬂ



msuanasiamaullsay q

MBWA (Managing by walking around)

... gu?‘mi'l'mtm:iqaglwmvhmu ﬂuﬂqﬁunmmnmwﬂmu

easnameaty

we... VI']'Llﬂ'l'i‘lﬂﬂQLHUﬂﬂﬂqWﬂHﬂﬂn’Tﬂﬂﬂ’]HW ﬂﬂﬂﬂULW‘Bui"llmlN’]U

v v v
o

T d ¥
UL INU Lwaemﬂmﬂu‘lﬂmqq B AU BIANT

- “ i g - e - a P
ANUN... ﬁ“qu‘lﬂ“uuﬂuﬁﬂﬂ ANUAALVL NAUARTIUYNUIBLAUBIIUS

sutuununanssnilssleunanuluasang

Qoa

lll.] lﬂﬁﬂ')’luﬂﬂl\‘lu (#ll.ll!'l‘l‘l'l) 'mmm'lnnuﬂuau'na-uua"uau

(Rejecting Ideas without causing resentment)

v

Wa... mulafunsAnuARIIL (eanLe) 3NN BEIANY (INATUNE)

AEL) TuNun

Wn... AITIINRINNITANAININ 9 NEINUANMUARSUTLIEIIINAY

AIATNUTIVINZAY (LITNT) MUfidTansnangnanineaiuauAn unlilg

= e 1 ‘=I v v :l, 1 v 4 1
NNSAANLNIU WANTUT anaululsziaunian lauasunullnwausnlnlnenlu

RAANUIANIARTLASABTL,




i

Y14

g &5

Wige 9. Wlaunsinsuualusiuassaasrspnuan

(Make It easy to share Ideas)

... ﬁnu'lsﬁummuﬁ'uamssuﬁ'launme'l-maaﬁ'mmmuauu.

(suggestion box) vmummﬂmnmmauauu.,mnmumnanmq FaufiTudg
mﬂﬂmmamammnﬂmmwmn 9 ; mﬂmfmmmaryLﬂm (eliminate waste)

u'l‘l}’ﬂLﬂ'IJﬂLLu"lJ'N‘E]El'NLI’]'lI')EIlJﬁ‘UlJT\‘Iﬂmﬂ’m (improve quadlity) ; 'hm‘maﬁﬂ
LARu g

MUUA... mﬂmifmﬂ?,mmﬂml ?NLﬂun'ﬁ‘[ﬂqlﬂn\tmmwuwmm

ﬂ'ﬂ’] "idea" 'lu'rﬂ'ummi'lmamuﬂuu-maqamﬂmwnmuuma AU LaXUINN

'nr-m:wanﬂ-mﬂﬂnnu'luﬂua.,taﬂm mmaaqﬂmnmmmau’lwmnu.

m‘inn’lﬂnwmtumw‘luanmu:nnanwummma 9 azax ﬂ?'l’-vmﬂ‘r"'nuswﬂu
iaan maq LAMIAINUAAUDIALUDENAT NN mﬂmmhnjimh‘q ATUNINADY
M mnm-rmmm‘miw mmﬁuuuam

HARNIN (productivity) uamiﬂgummuwnﬁi ANENIN (efficlency
performcnce) amwmmaaunwmmunm (good working environment)
u.'a:au‘]

35t 1 1 e = ) = ‘l.l, 1 4 |}
au ummqnuuﬂngﬂummﬂﬂe"mﬁam‘eamem aaunt A.A. oo Tely
lszaumuaisatin mu‘lnmnmﬂwunmuimumwaeadww'w'mww
AN fmauinasidu@eaiienn 5eq 2., ﬁi‘:hﬂ‘]l Llsnlumng

'IJ‘ENQ‘IJI.‘UEI J ‘lﬁmnumuummu'luwammn'mTﬂﬂmNmmﬂ

'qmmwtﬂuwmwmwumﬁunnﬂu'luaeﬂni (quality is everyone's
business)"

1iuﬁ'umeu3mwmin'l'nusqmn'm

(Running around In quality circles)

lEEN ﬂl.lﬂ’]‘i"l.l‘iﬂ"li‘ﬁ'ﬁ'ﬂ’i'!lﬂ\ltmju nnmmumeuamumwuﬂmmw

ﬁﬂ Ei"l\'l ﬂ"l‘i“i"'.ll.lﬂuﬂ nineeanlae ﬂ\iﬂﬂ'l'] ﬂ Lae Nﬁh’lﬂ\] ﬂﬂ‘:‘lﬂ 2l

< K - ! 2 - = = ﬁ‘ x
nauvsalun lLu‘)ﬂﬂﬂiﬂQ?QQi‘ﬂlmﬂWWm\lﬂlﬂﬁﬂ?ﬂﬂ?n'ﬂu‘lUﬂ‘EtEﬂF!

LA

EWL.. ?Iﬂ')UU'NUﬂQ"IU'ﬂﬂﬂUﬂ’NﬂﬂﬂQ ﬂ‘i‘uWUH1u1'iﬂ‘T’N'iﬂﬂ"!uﬂ’l’¥

&

O



oo&

L L L g
ne:quuaa‘nﬂe:mum’mnnaﬂmﬂn

mwmwmqm'lﬂ‘la

ularunu,

a | -
ARANIIIN & Wuamamalilll - - >

& u.u'm'w...tjmnnﬂe:mumwinﬂ;ﬂq
ﬂ‘l‘i!; (Five Ways To Stimulate Creatl-
vity)
a. Anl¥N19AALLII (Looking
at it sideways : Lateral thinking)
ﬂuéqumnlﬂmuimﬁuﬂmm 1N
'i:ur:ﬂmmTﬂﬂ'h?wé’nmquﬁ LDTAIINUNNG

anaula dndulumyuueanisunymiu

(Stimulating creativity)

.. langsialaqiiu nwumn‘futﬂu‘lﬂamqiuuw (tough and
competitive world) 1Asilasindlasiad fagsanln
vn.. nulugdnililams waARmL g vvuniaues g auaedud

34... 'l'uum'ﬁﬁa‘mmﬁﬂﬁmemmnﬁﬁmun”ué’qdﬂtﬁun'\sag
TALNINATININAIMIUBETNABLLD ﬂuﬁma‘:qu‘lwai'mmuﬂumﬁﬂmuﬁ'u
13an N0 “dawalivunsaunananiilva 2

- < b % L - = al et a

Wwansala... ':mqumi'nqnﬂuiu‘ianummmnamwugmﬂqmmFm
A9NATIAMENUYIINU (the seeds of creativity)

laiae... HANIT ;du?'m-fﬁLﬁuHﬁﬁmu'lum?aﬁ"mLa?‘nnﬁmmﬂ
ﬂ'm-m:mEmﬁ'uqmmmewasemmmwmwinmu'luuuun TupaAnsuag

v v - e v « v o x v 1
uad.. JrnsrpuvIagmlszmemNAnasIaTTAlMInRTulaneNals?

v v v

ﬂwmamguuwmﬂqn msilnsmulnan
Luuwane G esneuntluenduenn
nMsaTIIANUATTMIngT T lulaulu
agnaiiudy vi3auufiisdiu 1sueamn
Yiu neanuaalymn (Solutions) fluen
tﬂuv’;mmﬂﬁqmwnwé’nmﬁnmquﬂ e
um'm?ﬁ'wrm'ﬂuv;n 9 AANa

' |

Tansauvaalymenetoou



oob

0. Nﬁnmju : MARINALassY
A7 (Belng Flexible : Observation and
Adaptation)

nnINuzAn... v{ﬂuo’{mé’%’nﬁqmm
danAamna g ﬁﬂé‘iﬂuﬁ’]ﬂ]ﬂﬂiﬂu

...;g':fnﬂ%'umu'lv:t’n‘fqﬁ'uamum?tﬁ
ANTNLINADNTALYN

,..?'mﬁ'\iwmwuﬁﬂmmﬁLu%:yag;
WiRTinannvans

@, awmaumﬁnmawﬁuaé
AfaALIAT (Modify>Modify >Modify >)

MNFUENULIANUAATBINY Y38
VARARLANULIAALLY 9 ennafienain
TuiaanuAalng q wlanuazuAnm
Taniin -n"m'lﬁltﬁmﬂ’\‘:‘ﬁmuﬂ"lﬂéﬁ'q'lwﬁ 9

«. neisauneailudniuaan
@814 (Eimination : Getting Rid of
Things)

...u?ﬁwuwuﬁqfé’nn’ﬁm e
YANENBIBNANSILN ﬁquuﬁuﬂgj‘lﬁ‘lﬁh%
aanlUfivinluu3smanunsassnénnadu
tazanuladnuan

...L'ﬁuﬁ'uﬁ'uuqﬁﬂr ﬁ;mqaf%‘nn'ﬁﬂ
AuAMNeaENeRlsans: Wunnlunaiiin
vssTan) Lﬂum'mﬁmﬁﬂq'ﬁquﬂaan‘lﬂmn
auaqLﬁaﬁ'}qﬁq:i')ﬂbﬁuanawmuqﬁﬁ
m‘ﬁﬂmmﬁmﬁ'ﬁ’mﬂuuﬁ@mﬂiﬂﬂﬂ]uf \u
ydlideununsnnuAnmt

& 99ITAUNSIADY : 1SIHANAY

ANMUARALTNASINATSATAINUINY

(Brainstorming : Encouraging Group
Creativity)

uannileannisiansm Sasen
vie onifzalymiieniniseanias 38
ﬂ'ﬁ‘ﬁ‘:ﬂnwﬁdﬂuﬂdﬁfﬁ_l’)"]Lﬂu%gﬂﬁiﬁﬁ‘?;ﬁﬂ
azﬁmﬁqﬁ'l-ﬁ“lsiﬁﬂvhutu?mgﬁ’mmummj
QWNZUNANIUNNT Y ¢ nadiTidnEnng
paalasLuaumn AT ansauAT
nJ"lﬂu?m‘m'ﬂé’qu%’uﬂqq'ﬁ”umuﬂwﬁqmuﬁ
ey wunie ey viardaean
'ﬂ'aqmqn'ﬁé’m'ﬁwﬁﬁﬂiwﬂq WAILNUUINIY
MABMIAAIARLA Yi3euFnnsueemuly
gﬂuuulmi q FumnaeaInRL g

...m"mq wenihiinazlnsinnissau
wé’qm’m'ﬁmagﬂqaseﬁmmna"nﬁﬂﬂm:ﬁw
mutﬁuﬁﬁqﬂ

FaMuATina N AeUALAE AT LV
Tp 189 Tip 7 i1 Asazwalaifuuuania
ﬂ’l‘?'LI?‘W!‘i‘ﬂlﬂUﬂQﬂrﬂ‘:"ﬂﬂ\lﬁ"lulutgﬂﬁﬁﬂﬂ‘i‘
asunlateenisIniE Ropid Change)
Tﬂﬂm'm:n’m'fﬁ“tyl.ﬁu‘[mmqi’mqﬁl.ﬂu‘lﬂ
28197A799M LﬁﬂLﬁﬂuﬁunww?mLﬁuTm
maﬁmuqﬁﬂrﬁlﬂu‘lﬂaéwﬁ'ﬂn'ﬁ atnalsf
(ﬂ’]ll‘!_‘Iﬂﬂ’lﬂi‘ﬂﬂﬂuluﬂiF;ﬂ’]‘i‘ﬁ;’rNWF_I’lf_l’lJJ
U5usa vidaulAsuwlasnueslwiniiiay
LazuReaNIWIIARaNfnataInlanae
uanilaannnisuinisinglaiemans
ua:ﬁaﬂﬁe&q‘mLLa:ziuﬁn'naq:;u?m?é’m:
Lﬂuqiymmﬂnﬁwﬁtyﬁ"lm‘lﬂgjé’qu%uamm
Eldﬂ(n‘z‘\lﬁﬁ.uﬁfjﬂ aa

s

A N

o



63,17’?1 S A 0[{,7,

.
gnifiiiau
i o At oo nqumm - Fanan ecce

M3 miyAn-RY. 909 T

*suivumsluSms

Ia:ANUO3VMSANIALCATNIMD

u‘s'linmumma:lls:umﬂ;:“uﬁ lugndadismsoain

- iy LI 4 .
* F90us lavnaeA

nasadadesiliflunsdneg
wuun1siuFnITUAZAIINAEINIT
AMANLATUNATaUTENRMIuaT
Uszmduiuslugadesisnismain el
Muazidntean1sAne Wad1manay
Anuiuaaguivisuiinlavaiiuas
vz duiusludassaenas i
uinsluguluuusine e Ranfeui

JUuLL 189U TUATRILTEN AU

Hlunqriadausin Ussiantesuism
Y a & o | -
AKAIUTDAA LUUNLINEINLLIHAUTIIT N
- = b7 - 0 a
um-nmmmﬂqt?ﬂunﬂu‘lﬂm\mu'lu
v lsnnuazumnlss o dunusine
?mi"uumﬁﬂm?ﬁﬂﬁwm?mmmuuu
ATUNAT(Integrated Marketing Commu-
nications : IMC)
= e : -:l’ v = b4
ﬂ’l?fmﬂﬂﬂuhmum‘ummmgﬂ

Taed g Wi uiunrrasufiniasmnuas

* f71/ENTIENIUNIFINE PUSILISUIMNUNNUTINENAE

~ g19sehlszanandmmsiion aossiimamans uvianendegsiadnding, MFme

AudaaIrnITAIAUREEnaLTN U Trvunaanoiamasing 99m : M.S.M.C. (Honors)

Marketing Communications, Roosevelt University, U.S.A.



(511~

VT s 1§ NAUSAUIY oo0 LiTHN
ADLULILAALNIN AATUFREAT bln.&o
aa991uauLFEnlawuIuazus N
drzarduius ludaqiu Tafidssunn
oae UTEM
agUnansee
v dl o o
o. 4ayanaluaasuiev
TannnuasUssadunus
.o gUuLLIRLFEN Usng
71 WuuFimdaunulasnnuaslssan-
FUAUT FaEas ee.o tavadliAaLiiem
Faunulaixin 588y ae.o 47U
Ui unul sea funusilineaeFaaas
=0 I.Vi']ltﬁ-.l
o.la TUIATAILITEN (ARAN
ganfian/dl) Urngduiuisimniieen
a8/l dasgnd amo §1uLn Yauas
i s
ala.o faeadlUAeLFimAtaantiadedl
UINNII &oo AL FAEAT lab.o d7u
a e aial - Eal 1 §
UiEmnNaealady/l uannd eo d1u
UM oo SIULIMN UAZNINNTT ao
} 73 = v v
ATULIM N &o RIUUMN FREaZo.o
UAY .0 ATNAIAL
o.a 91uul lunrias
Ui Usngdnduriimnd{duanilly
.z . X 2
n1eAafaNINNdn oo Hanliluinfige

v R [
FREHAT mb.o ravad lUAaLTMAnasaun

UINN9T a-& T Fotss mo.o davninmil
AafeINNG &-00 3 uaziasnd ail
H19RT49uFa88s wln.o U ola.o AN
f1AU

o.« Ussinnsaindnimng
dnfluniiniesiiu fesas vb.o LN
ANUTTINATALAT .o UaZLFTINTIRY

ar

usanuiuLTEvs Nl soing Fauaz

(] |

@m.O
lo. MaifFaungusduuums
TWu3n1srasuden Usinginiiaoiy
AUAUTIU Na19AS
lo.o UTMAwnUlasuIa:

<

ArtltNgduuunasWLEnng Tnsiiguluuy
dl o ar ar dv
NAVATYAIT
- gduvunasT¥uFanr AlK
- o szl Wiahis:
ANAATY ALVl THud
- MNAagNENIFisEN
- LAUBUUIAANTURTNETTA
Iy X é
- NP NUNUANT T A= Ta e
- NPRANULILI LWL
LARRANRDA
- MIAANULLITARRNIETH
A58l
- MraanuUL s RINUW
sdununsiLsnag AW

ANSIATYIIuS U LIADe TR

g



- NTEENKLILAANRUATLAT
useqiu
- ANTERNULILIATEMINE
nTAN
- AANULLWIAAUNNEUAT
uNLing
. plununnsWuEnag AL
audrAtyIdusuduguldun n1ga
WHUNNTARTA
ln.l0 UTENAGUNULFTEN-

o £

fuius azArilaiegduuunishivinng

[ v
ar o =

TnsiipluuungAnydail
sluuunasviuinag Al
Audndry Tusuduvite Wud
- mrdesnnlszafuiug
- AananTuduius
- maudladngAnasalfanng
sz gfunug
- uandaAUrznaunIs
Uszaduiug
- NFAANANTIUNLALY
- gulununasWiinag A%
audrAty lududurasasly Tdun nns
Faynuustingud
.o RIMTFUUTENAIUNY
Tarauuszilszadniug avatiledag

o

- 4 o
wuunrsWuFnas Taedgluuundldry

qoel

=he

K|
: guuunasWiusnnsg Al
mmﬁ'\ﬁmtﬂuﬁ’uﬁuuﬁq un
- NPVNNAYNENITIHEUN
- IAUAULIAATUATNATTA
- anaukunrHuasaede
- sdeanrsanduiug
- MFAANULILVIIAAUNNE
- NTAANULLILIWHWAL
LARRNREA
- ANFAANULILITHARILETH
5118
- nsanuuL s RIRUW
: puuunasiuang Al
AusATyudusLaes i
- NTRRNULILIAAMNAUAIUAY
Er St ]
- IRANULLIATBIINE
A19AN
. guupunasBiiinag ALK
AnugrAtyuduaug laud
- M3NaARTaALTznaUNT
Uszanduiug
- AAYMULZTNAUAD
- NTAANANTTNNLAL
Faaqlitldan nn1sA4eluARiif

= - ar AJ ] ar LY
Aa pluuuresFEmnsanuariiTnag



90

Auansinafugae
a. MalfFauinugluuuns
THuSnisiuruInaasuden Tag
Avrananseadindyil uasingdn i
AMURNRUSIU uaaa lvinsaudn
a.0 LEnAlinaniiadsie
iaend1 mo §uum azdrilsdegluuy
mrlfidnnslasuuninigluuusing 1
il
- mMeausunsWuaoda
- mreenuuLTssnNde
AR
- NTAUBUUIANNAR
aFNaTTA
- ANTAANUUUWIAAUNAE
GG H
- NTRRNULILILHLWL
LARANREA
- NFAANULILITRARNIETH
58
- MITNUNLNTARIA
- NPNNRENTNITTHEN
- MPRANULILIATR LAY
ANFAN
- NMFEAAYNULETINALAY
@l UFEnARgeniiandl

b4 =1 p o £ 4
ao RTULIN TN &o 8TULIW 3TATLNON

£ 73
plununnsWiLEnssing - dail
- NFLEUBUUIATNAR
FNATIF
-nTuandanUlsznaunis
Uszgdunug
- N1P9ANTTIEN UL s Y AT
-A1TRANLUUWIAAULNY
UINTAT UHUAL LRSUAR-
(-3
ANR0A
- NTAANUULITAARIIETY
N3
o e aid - -=.'
.o UTEnNNsaniadil
b 5 = ¥ &
&o AMULMIN oo AL 9= AN
danAuiugluuun s WiuFnsdasia il
-NITaenULUNIAAVNAS
UINTAT UWHUNY UwAR-
&
ANRDALAZIATAIULNENAT -
¥
A
- NNFIEUBLUIAANIU
A5 NETTA
- nnraanuuL s
- NMTAANULILITAARIIATN
718l
- ATRRATUT T RUWUS
- oar ‘ild - d:a‘
. UisnAlaaniiafe/il
) = {73 o £
@00 ATULM TN lnoo ATULM AN

tguuumsiisnng fail

Fo Y



- NFINNAYNENTIHEON
- NTIAUDULUIAANTL
AFNATTA
vy X J
- prusun i uasTede
- NNTRANULILAAINALAN
. oo
UT3qAITudt 1ATEIUNNE
A19A1 WaaAuuIg UNLRT
LHUWL LARANAAA
- TAASILATUNTING
- nraanuuLlaENRINNN
= e -d'd = q'
w.& UTnnigeniiafeal
v =2 9 o <8
woo 8L TN &oo AMULW AZTANN
v
faguuuunsWhisnassing ) daste il
- ANFINNAYNENTIHON
- EUAULIARITUATNATIA
- aupun T uasiade
- NMTAANUULARAZIIETY
ANTUNE
_ nnreanuuulaE N RINUW
o.b UTndsanian/dl
0 v v Qo o
WANNI1 &oo AL AT IWANNEIATY
fugtupmnnsIvhisnas Al
- AURUUIAAITUATNATTA
- aupun s s e ae
- ANTRANULLIRATNAUAUAT
UsTAAUT

- NITRANULLLATAIUNAE

e e

ANTAT WAAAUNIE WINLTAT
WHUALUASUARARDA
- ATRANUULITARALETY
e
- mraanuunTasamisie
RauwW
. maufFauaugiuuums
Tru3nisiudrurulilunisrasa
ugEm walsingdaiaauuansinei

] o

aginaiTad1AtunNana uaaalinsudgn

[ v
= ] ar

T | 0 z
WEnilnriesauuinndd oo 1 1l
azWAaudAtyiugduuunisiuinng
yngluuy Tngianizadndinisiaue
ANUARITUATFINATTA N1FINUHUNTT I

X 4 ) o
LASTAAE NITEANULLUNUAL 1an
uune wiEs uasdandalasunIrINg
AquLBEnAnefImINngn o 1 auie oo
11 azAnilsianisiauanauAnIUATN

. o o ol
a79A 91qunun1slfuazdade n1raan
LULLHUWL LARANARA NITRANLLIL
T fanuniuduAuLTn

¢. nsufFauinsugluuunis
1usnrsnulssinnaausEn narlm-
ﬂgdﬂﬁmmLLﬂnGi'NfTuﬂti'Nﬁﬁ'ﬂ A1ATY

T v &
NNARA UL Teugaa il rsinm

v
gaquiEnieanulrzinnliddiazidu

P AR a - ar ) 2 ar ]
UTEHNNANU umnmuuunumqm‘:mﬂ



o9la

- ar 1 [} & el
uazuFEMANU A Avidzluiunns
Titnsiuansineiu fafl

= e v ¢=: 0 & =&
&.0 UTmiaadiu azAnileiy
plununisisnauuAnaieassd nas
aununslfuasdade N1TARNULILIANT
T RaRuwiususuusn
&.la LTmiauviuiusinales-
wmAldaudAAUnITaanLULT9an
WUTE UWHWAL uARATReA a8nuuLdan
SURTUA TS UALILTN
&.a SMFLUTImFANL A
o & =2 -
ATANNTINNIPI AN A s LN
LAUAAITUAMIUATNATTA 2 NUNLANT
THuazdada nrreanuuLLLURY wAR-
AIRAA TARANETNNITINE ATTRENLLL
TaronRaRuWidususuusn
-9 (-] = o ‘
L. AMUAALNULNEANULTLS
a o  ay e v - &
g uRas Tt unaeSauty
AuTuirrasuTinlawnua suim
Uszanduiug MaaudrdnyiuFess
na1raglussduliunatsiersduuin
=i' 4 0 lg a [ ﬂ‘l’
Fauamd linsu9n 1ilannigiugnil
b o d
muzaunazidagau liminAnsnas
= - [ [ 73
Fauluanstmaaians uidrazusan
wzArnfiaoudrAty lussalunni
¥
X sie i

- nraFNarsAU TN

- MPTNUHLUAYAR T
Anlamo

- AesnmnImAALLIL
ATLINAT

- NTTOUNALHHN

- MadiEum o

- mslusanuazwgiinssy

1slnA

- MMeLassIlung

i

[0 2

JENTIN

- NTLUWITIUNITLTNT

k5

A1

2%

- NTARNITATUNITARA

- MFISEURZAATIZU
Aagrmismann

- UANATANLETUNTAAA

- MR AN
Hiislna

- ATLTUITUAZIN LN
MrdesnsIAaTn

- MlaranuaznsdaaTy
ARESTRE

- ANTRRENTNTARALLL
mmmﬁ‘%’ugq

- NTAFNATTAIUNNS
AETUNTIE

== = - s
- U sueNF AT IN LS

r Y

1 =)

)



- 4 1 J - o o
dnudg i lAna19te neiimaaunu
T Ussa1duWUs AaaAaULITEm
Tarnnuasdssa1fuius AdudnAty

v
TurzAuhunasawingiu
=4 - [~
o. 1UTauRguAINAALAY
al o o a ala o e [
Aeatutavdsminanduilunas
Faunugduuueeeuism uadmngii
HarrufuRusiuat 1 iifag1Aunig
408 TuamadauTEnAounulsis
- e w & -
LTmsaunul sz g uazau q W
- -3 ‘J [ 1 H - o o
ANAAIKIAgIAULHauINTR RS
WugasFauagluszauldiuna gau
vimm Ul ua s rsmdunugas
% - "3 ‘4 o H‘I’ a=l‘ ar - o
TWaAnuARIRE AL nINTLRRAN
WhusaaFaueg luszaugrAtyuin
= = E=Y &
<. 1dsauinauANARLAY
a [ § a aloe & o o
NenULtawIsI NIRRT unDY
IFEUAUTUNIARRILTEY Halmngdn
- e Adld - G\' k73 . 7
Uiinnigandadyil desnd mo AU
£ = e 444 - ehl [
UmMauiNLFIANseniiady/ll 1anndn
'Y v a & = 1
&oo fuum TanuAatiwnaanule
- -=i ar - o 7 al d. ¥
wiaT MminsnaufesFuun liuman
AN NTEALANEIATYNIN
=4 = - &
o. LUFauINEUAINARLAY
al s d’ - al o - o ¥
Naanuidaw s ntiumnalunag
= s o | [ e‘.‘/ - v
FaunuatuaulllunisnanausEv
uatltingan qquauil lunisiasausm

Hasndn o U autawnndt oo tanlilaz

e

N e o A o X oa de A
WraudrAtyneaiLtian I nIuRie
anfludiaaFoubivanateiuiae Wezau
ANMURIATYNIN
= - &
oo. IWFauINEUAITNARLUY
=l o o o Ao a . v
Heanuiamdsninmasndunas
-y .73 - s q ]
seunulsEIANY2IUsTEN TInudn
UszinnaeauFEmiastu viimvasnu
FaufuiuANlrsInALAZ LTINS
UrzmalasuAsauiuifanduiiavids
a-i ar - o k2 = 1 ] ar
niunAndadudesFauliunnsieny
Tne WszAuA gAY NN
[ =l A o
00. TRLAUBULUZAY ¢ T
= ﬂi t - d’l’ ar -g
AN INTanIAIT
- IMANANITINIAUAULASAT
liquUnsninsanaumnalu-
Tadising 7
o o b7 =
- nANuiugnAtuy
(team work)
ar =l v ar d
- UANNITITHUFAINANAUS
FIUINN NAYNT AITHAR
URZATAITINLALS (execu-
tion) Tun1rafassAanu
"J -
Tl @ninn
-
- NIdiANENTIaINTRDEN T
pauauadingUszeaAnIT
b7
AAANS Ul s InALa A

Uszind



51514

- NFUTUTHANATUT (brand
management)

- Imaneguiina (consumer
psychology)

- MNTINUNUL ss T A uWuE
TunnazAngd (crisis ma-
nagement)

-l - v

- An1siasud¥iemanu
amnrnlunisiiamsidays uazpals:-
RN iasfningung-

& = ai p 7 ﬂtl or
gnt uaznITilsun lduriipudniau
a3AnAana 1 U 1 lunnraFaany
uazgluuuniraearsndulss&ninaw
: - ar ° o
uananidnsdssifiunaluiladadg Any
:i. Lar ]
ArarazldfunisianraAneuasuans
aa < ar ' i 9 <&
UITANIUTANANNIT N Nazidinda
=® - Ai' Ad. 8 -
AuUnAaRfauulsereaduFing
3 :

AAIAAUNITILUAEULL A998 UaZNT
AAALALINTNTIN

- AITHINTIANATINTRUUAS
Tyd walddimroiAld€ne uanau

° o o Py ) -

uwnuuasilsiifeadasiugiagsianis
261NN

- AsHNYTARAILT N Tae-

U R UAUTAIABUNERNNNINA T
Tnaussqlumangasias

- MguAmUleN

Uz dunus
- pausunAAauaany
- UNaUATa 7
- NAYNT NIFINUKY T4E
- -« o Jd: - =4 0
AATIZE uaznsaanITAiFuITaviied
U
£ = arsn
- AaniiunastnUdfiiAnan
ndmnud
- grnalasuvivludssina
wazANLUssInA
- pasuTUaTUTEN TN
(advertising agency ma-
nagement)
=] k73
- ATHNNTRAULANIZAY
.:'t’ [ } 73 -y b b2
HINTULTU ATURITUTUNTUGNAT Al
4 4w I =
AAUTAATUATINETTALALNNITRAALLIL
UANGATIANIE
- GFNATTANANTINANIATY
nrguasUssa dunug
-inAllANTTE18 (salesman
ship) Aeranmatian1sTiuingniuas
mAtAN17687a9 (negotiation skills)
- watlanUszguiugnén
- FAAUNUITATNTENBIANT
(corporate identity)
- ML udeys

(database management)

™

™a

| =Y



- Urziiiunalaison
- mrsFqaiiudmiuRuAn
anlseus
ﬂ’mﬂuuﬁgmﬁd'\ pRIIBIME LR

PR | ] ar <l t 4
uiEnuansiuariigduuunis i

- 4 1] ot - ar i)
UTAITRUANAINNAUY HANTITINEWLIAN

fnrrazAana1alan N uNUTAUat1g
v e o S - 4 5
TadAynNaiian NrsAuAIINITaTY
¥ v
®&% TUNHIEANIIMLTENAUNU
Taraun Uimaunulss s &uiug uas
uiEndaunulnrauassem duiug
] & =l L7 4 ] -
ez uuunarLEn sAuAnFY
anqazifumssiiEnAdaluuusinaie
AATAAN (direction) 189N1TANRINA
2 - 3 v al ] ar
aslfusnsuignAnuanseUmAaE
= ar J
AL ULLTRILTEN AREAAUAINITED
gry ANy IsusiazLTE
milaunuiugedAny
dmFuaunAgiun1sidandn
uATRILTEMA UANsNiuasgL iy
-y J 1 - - e
A1 WLFNTAUANANNAL HaN1TASEWL
] R . | o T e
41 1aresLTiIniauduRusiug
wuunnt WiLFnnredeiidadAtumaia
e a4 < 4
ATTALANNITNITY 0% TIUNILANN
] R Jd - -: ] ~
41 LiTEnnlneniiadeil uansiaiuazda
Ll L i v 4
ua WiiigluuunnsviEnasungnAuan

finariumas

ao&

_y A 1 o
AINANNAFIUNTN 3quauillu
| ; s p P
nrsiaAanuanAeiuasiigluuunsIv
= J 1 ar ] ar o ar
uinasiuanftaiuadeiia g1 Aty
ﬂﬁd ar 1 .l’
ADANTZALANITEITY &% UanS 1N
v
NPT ETIIRNTINITADAILITEINIHS
agiluuunislviiiansrasddnsaauny
Teirrun UFsEmsounulssaduiusuas

ar &

viEnaaunulsenuaslroandunin
ﬁw%’uﬂuuﬁgmmﬁﬁ’ﬂﬁdﬂ
Urzinmaaafmiuansinaiuaziigluuy
N1 IUFNTAUANAINAY HANITISEWL
41 ANHUTAINEINAHULANAINAU
1] ar o ar QQJ -
ag1idad 1Ay naiANTzALAIIY
I L .
@21 &% TUNNIEAINITILITEN
Naeiu uSEmanuiusalssmaAnas
Uinalszna sineffigluuunns i
LN TNUANANAL
X - .
uanaNt ann1raas ulszinu
- -3 ﬂi o’ -3 - a: ar -
AMUARAILLIAgAALIHAN TN UNA
° 9 = : ] - -::d
A1tufaqiFauiunudn d51nNAN
o o ar -J = s :
drAtyluszAuninnaaniladeau NAaU
AraFearsAlaE NNMINNUNLLAS
<rdad ;
FaTafaTaEIN NITRAEITNITARIALLILI
ATLIANAT NIFTIUTNA TN MTIAEULN
Tainun nslsmunuaswaAnssuiisinn
A19Ida Az iiuNalsE NITLTUNS

IUNTLFNNTNAT NITAANITAIUNNT



oabD

ARTA NFIRBUAZAATIITLARE TN
AIANA UANNITRILATUNITARIA NIT
AnmsingAnssuguing nsiiunsuas
N1TINUKUNITABAITNITARIA N3
Taianuaznirsasiuns g nsdagns
mmmmmummaqs*%uqq n1ra¥a
A7TANIUNITENATUNTTINE UAZHNNTU
ntuenuFeansinug Feaziulfdng
LI avLTEma unulasn Uisnen
wnuldszarduNusuazuFinfAounu
Taianuazszaduiug Waudndny
AuATIna1a i TR
nwnslaran nasdszanduiug uas
NFAREITNIARA nauliIgnanaus
audui ﬁaﬁ’um?ﬁﬂﬁwé’nqmu‘fﬂ
UFudaudngmsluscaul3yyinas
Amitnindneneilimaarans i
enn1rlaen sz duius uas
anﬁlﬂm?mmmmﬁﬂLﬂuﬁmmﬁ"‘im
Wi Tundngmsdng alisenndas
AUANAANNT T IaILT A unu TN
UTAunul rs i1 S uWUS uazuiimga

uwnulnanua sl dunus

dalauBLUY

o

g 1 v <
EAdErauLal o fu An
daiauauuzdmiuuingiiu

£ %4 1% =1 -
LRNUBIRUAINSTDLSNNS

arnuanasadanalinsiudn
uFEvAaunulawan usEmsaunulse-
TIRUNUS UasUTMAunuIREUI LS
Uszmrduiussnireegluuuna sl

- 1 2 1 = d' '
urnirungnAtNInngn luaAnansuug
U Limaaunulas A I b nas
E 7]

WU TR TurusiRaniu

L

vFEmAunulssarduwusn ldld 1x
s zenlssmduiusivin gy
WAEs ausaeinuuar A Agaiy
AL ludnE s saean i
AATAULILATUNAT (Integrated Market-
ing Communications : IMC) lagnaiausy
nuUFIAIunulaEn v unu
UszarduiusuasudEmma unuleasnn
uazUszaduiuslussiumitoinds uass
weneuazidaitFnasuignAmuuug

1 & =l

v []
Amiudag udfidifadauaie adaai

= e ¥ c:li’ 9 o 4 £
UM IUa1dasAaAlleny laganis
v b7 =
ANWTaNATUYARINT wAlulaE naen
ar ‘& H ar o - ar
quiladaduau) nazndniuliuim
P o
ravauiadduuFivadstuuunas i
uFnsurignAetNAsLNas
d i lugauseriigningis
Wuid12e98uAITauTnN71IRAST

LA

NATULRANLFENAI LN UAI 1 g

] ar

= =S o G} e =‘d}
waranNasandnAtyfail

T

i %

03



a. Ui umaiuiiaadnla
AEAALNTARENTNIARAULLIATLINAS
wndasiealamsswaladgAnylils
NATUIUFAINITHANNATU (Synergy) i1
viu wAkeasriladalssAnsnmitlasu
AINNITHANHAIUAE (Integrated)

o, UTEMAuNnuITNazHa
aurranFaudsuiuiimgnAniu
uazidlateAuuANFITIMI NI TN
ARTARANHAIUAENATLINATALNT 1T
feuuududy (Traditional Media)

. WEMAuITiLe
T R UL R G AL CIGR
msznaihinuaugiizuenanas
thalndfiRes WHaNHaUAaNITHINY
Fauin UM a8 NNANHATUTEUIN
UUILTUAN 7 A2 Walildununis
mmaiﬁ'ﬂuthmuﬁqm

«. UiFminiufansrunisiie
§19N1IARIATRATIALAN (Brand Contact)
viali wmzteduduwialagrAny lunas
i3ua¥AuAIRY (Added Value) 1
urAudrdatumiinanlunsWiiinas
281NATUINAT (Full-Service Agency)
satTEIFuU AR 0o

&. udEmFaunuimindays

1§ U (Database) 1 i WAL= T

oo

unasienTa Bidrazidudayadiu
RUA1 NMTARIALAZWOANTTHELFINA

b, UREMAaunwiuiiaaan
A4 70 N THANKg N E U uuuna g
ApdnnaTuiudesTuLLfaResavTe
Tad

o, USEnAunusuiralsoudn
anlszunaldundesineslalunra¥a
nsulnvesiiedudn Ardnlsudabi

Tdvunaaaugn THlEQuusvueteld

- 2 (P |

JuatiAnAtiaud et

—

neiavlfusiazsiaaldRuastvills=&ns-
AINITULEY WASRRIATYLTEMAI uNLIL
Aanr11Ea1aminle TunrsTiuFnsuuu
NHANWAIUAEINATUINAT (Integrated
Thinking) AuuFMid12098UA YT
UFn1g
- e :’f -l dll

. UFMIulTsuLn1TRa 81 TAe
Tunuaas I infanI T uHuat i

= ) aa v - -
sruuvre i aludiniraieasAnsineg
1dUsznauniraaunu Taadnaga1sav
natsiavau o il 1t lsestieaznan
UAZIALT)

v

«. LUTEMIUTSIuIugnAINIn
v -l o ar ¥ =
dasiieala uazauuAInaIlsuL
uaziAravilaniraaansnnusTavire

atials



o0&

v 1
oo. UIEmiuiiniso1qaunuiieg

ar

Audayatinars lnglinagmindanua
P - 3 e S o o
avtald 38n1s0A lumsingnAvite
4 i v
T Jeannsovinnisaraseuldinalugl
uuuesduntanisuaz bitduntanas
ra' o ar :,/ 4 « 1
SaLTFminiANAWITaINAgNENINIYN
s Aavdanaldiianansny (impact)
wasUssAnanIMaeIn s 14 RuNIAINTL
9/ ar o, o
ABLAUBUUSRINSUNSISNE
TunasAnsfegduuunas i
LFN1TUATATNARINITATIRNLTRALITLTIA
et lamnnualsranduiud luga
d o
A94717N1TAATA WUNTANIISEATILT
Tdafin1mnAdauAaUARARULLIAR
n‘i’v 10 ar ar 4! =l 3 1
ugluidmiuaqiuteataiifaunnses
il
UNUrzn1rAaid
. aan1rAnw lui@eFuao T
arusnnatAnNaeslyuinarde e
I £ 5 < <
ag9andy AvATNnITIER AN LY
- - [y =
au e ldteyaainnisdanangiinssy
a819AN T8 UFU T UTENAIUN Y
Taimoun Ui unulssa1§uwus
uTEnAunuln el s o AN ug
AABAAULTENEUT 19Uu n1e&uN 10l

uuusiuﬁn (Depth Interview) iilumu

la. ANEIT AITILASNNFIAENTT
ARETATARIAULILATLINNGT (Integrated
Marketing Communications : IMC) €
Hasumn iduguassalunimnda
yssznaunitiay
a. ngutlmnedufiiiuig Ja
ik P | o f v
Lidagfinarnaznaunuusauniy vl
Watlygurdiunisi@enaiuasnissou
saudaya lun1minase
o = ar - =t
«. MnssdulFaLiaunis
81auFUAHAAATUNITRRRITAITAAIA
LULATUINATTSUIINUTENA I UNUAL
- e v 7 =4 -
UM 1e9fuAvTaLINT
&. imsAnsdaFauieug
wuun P ILTNI eI LT T
o r-:i-:i - e 4:4'
uazUszmduiuinisnguzeLFn
uAnANAUIRRANNNITATEugIiauas
sluuunsiiuFnsnuansiaiuvze
1 o as c}d ﬁ IJ - ﬂ dl
1y Ufndmnguunanndszmadiu
auitn1 uazunuglnl Wi
b. NINITANEILFENIA1 1998 U
AMVTALTNNIUTELTENAIUNUANG ] UAQ
AINUIUUIAANITRARITAITARTIA UL
Aruvasld1dd1dssauAtudnFaunn

vasesla dfyunguarsaeslsting

i Y

e 9



|4 ar o
PalAUBUUETAINTURNANTEY

] d ar ar
VMR RaNg RS

o Y o L 73 lﬂ' o =3
21917 N IR TMUAuTe
Wauangas Avsfadtaniudndannd
"J 1 "" -
nslasuulasatnaanioal awa
- . ° |
nldlunangmsanidusiaafinasilasu
wlae uasWriuanlUFaTnaRansoun
1 - -t
IRanarsiiavndgn ivunzauiuau
o = - 1al -
FiaaN1718IRIANILLEY ARagINITRen
X - AJ 1 ar or Y
wannarniuiraseennuazadududou
un Wilffuinraumaaiaanenauaing
=4 o ar 2l v -
AN IMUANANGAT IMHAINYNFIRINU
qile (validity) uazissTamiungiTeu
(usefulness) Tumnitaauussingely
Usznauandn arafuazitinisivi
- A’ <4 [ ar © Adﬂ. = ¥
Nty Dadutlusanivuaniananasia
nisafnuazdiulsamdngns Tnsannz
o - -5 o ol ] al v
NITATUUAITN IRARLARNILILAEALAY
-3 k73 -l L 73 I
fisaurnauesfeFanfessiieg an
faaulddniaunasgnaatnsaiuaan
” o ¥ s "
faanns n1sadeafil gadeldaauniug
Ui sraauiEmAaunulason uismaa
UNUU s T FUAUS UaTUTENA UMY
TasrauasUssadunUs AaaaauLFEN

U 7] NHSNEUsIRETILLTMA

oo

. Fa o
na124196u Janadniuyananiinau
d1Aty uszihugiavuaLmuInaenau
AANINTAILITENIHAUARINITTURR
N anTlug 1 n s Iasun

- - - il
Uz a1 ANWUTURSAAEITNITARIA N
- A o
AuF eI Iatinanandulunig
UsznauarinanuuaAn lvdeednisde
a11n13naA lugailaqiiv
L | -3 1 o
Fa4uiA21NiWdT gantiuns
AnsnitlagaulussAudFyuuininng
d111n1 7l Ussinduiusiasnng
ADAITNITARIAUIATNANTUILTTIT
v 5 . i 5
W oa 1 TumdnganNe lWaanAdaaiL
AIINABINITTBIGLTUNTLFEN A UNU
. d ave = .
pina] iNa TiTudinaesaniiugnim
urpufllilsenavuandnldatinagn
Ravrfugaady TneaniiunisAneiaas
= v dl' ar
ITENAUNFRNATUAUSITLAYUNIT
Faufreaudndngidan Lidiazdu
o -3 = £ -
ana1seaauinariiaug qriuazilse-
é  wom ;
AUNTAIATALATINGDY LATANHBUAS
nAluladrn] Aeanauwisde sasls:
A=‘ o o
nauniraauiNaaziuladeariy ayuli

UAngATAINA1UTTq Il MNIENIaAIT

X
Anunngaan A0



v v v

. MANAIAUALILNTIUUNUTIUNN (Diskette) Tunalellsunsululassanniisn asdu v.o

9

0. uifuanuula ’+:u;\'amanmé«'?im'lugﬂuuum‘sm’ngnm‘[mﬂanﬁaﬂ

o. ol wnhnm 'a:;ms:q-‘h'm?q UNNANATI 1M

< nanszdaatmanuui e t;mﬂuu'nmmmmé’qnqm:ﬁmmmﬁ‘:é’mﬂtﬂumm
1ne

& miinmilsznay Tﬂ?muuuua:?:qpﬁuwﬁqﬁﬂ:qqqmwua:nanﬁ'mmmmw Tunsinndi
i liwnzauvialudanu nesussunBnseaLAvaiaFaeaniiaweunan vl

5. Auatiufiasdnacussnnng sz lufimsasanlinmslnfumsiumusuns ey Sﬁéﬁﬂu
pasmatinlliauaARuwiay Tsamdsuindnnhmann ua=lussynaiisasunsfiansuniiieas
AL vanumAmusananalasuRansanasunsansatiuanllnay éﬁauﬁmu;dﬁnmuﬁmq-
%ﬂ’]?ﬂ‘i"iﬁ\‘}ﬂﬂ%{

v 1 '
-

a. uwmmsgmL?'aw:maqmunﬂinaumaqmnnaqmam'\%n'ﬁ uaslalnstnnsAuwiksuns Iy
atilatiumitauan c;ﬁﬂuﬂ:'16‘1"5’u')’ﬁa'ﬁaﬂ'uﬁﬁﬁnﬁuﬂmm{?u o 2171 WIBUANABLUNL AAERIA
FinBaussIBNNIiMLA

s nﬂmmﬁﬁLéamﬁmﬁ’ums:ﬁﬁﬁty (theme) MinasussaBnsimualuLAazatius=lniy
AagunduauALuen ua:cﬁﬁémwmwﬁam:ﬁ%‘uﬁqwmﬁau Taefiansunduiionnanszaam
AlsEnaune

. odhimAnuiiiemuenmilesnans =@ty (heme) TinasLssaaNsMLA LAY
azmaanadla ua:mmaqm?m“ﬁm‘rﬁmimufvrn'ﬁﬁm?:ﬂiﬂﬂ-ﬂﬁﬁnééwu%m:ﬁ’%aaﬁﬁuﬂﬁlu
atiulaatiumils

oo, MIAMIUIARGRNINANLAERLN Indauluendnivanadussaninis

0. nmussmﬁmﬁﬁﬁw'ﬁfﬁ:ma'lv?é@auum'J'muf;‘l-umuﬁatauauu:mmnm?

o, LNANMURALUNKELNIRELLIAT TSRS

oa. wé’ng%uéﬁqﬁq WrlaflavunAludsessa (ootnote) Naemtin fi:iﬁ:q ?Ea;éum'q Jawanans
Unasiun TRRUN uazMNTIEEY uazMduEessounsnludiomn %qszqidméuv;q Tifum uas
LAUNNENSE %qﬁ‘:qﬂaqLLuu'lﬁf'fﬂﬁ'mﬂa:L'a'ﬂnmnmi&ulum?mmnmﬁ’mum'nm:'mﬁ’umﬂme
ussmqnwﬁur;'m

o ét?mmmﬂ'nnﬁmuuugﬂﬁwmmn 0 i o gﬂw;auu';qﬂaa:tﬁﬂméquﬁﬂmmuﬁa‘;nﬁ

NBILIIUIENTIINUARIL

t &%

T



L g

anguUsviau

?75ﬁ757?f?ﬁ75!! TNJJ?'i’TJ Wfﬂﬁt’lﬁiﬂ i]llﬂ.l"nﬂﬂ

=
-]
|
|

el fhes

uanNSULIUANITINT
NANLIIAUEN17917819GNELEIF wmx .
UMIINENBEGINIUTAE 1 Wezady luamana NIUNIY oobwo
o U e 211 oo UM
AVELIIA Tuuny ummmﬁﬂﬁmwmwma
d991g Uninana



DUINNSIVISDVSINUINY

t




	ปก.pdf
	1.pdf
	1 (1)

	นลินสิริ นาคบัว
	Tunrapee
	SombatKar
	SakolTan
	PaphatsaraDae
	SittichaiTan
	NpapornJun
	ChomchuenMun
	SuriyunSuv
	ChalermklartFeo
	KedsudaRat
	SomsagowSni
	5



