A A Y = ¢
NMIAIAIIINDNIIVANIT n‘mﬂaﬂuuﬂaﬂumﬂns

s d d ¥ & A v o w
NIUANH THIATUAUA UDUA 1318 INDI 188 N (NHIV )

Yy  va A v = = o
ﬂ1§ﬂuﬂ319ﬁ§§5u!ﬂuﬁ%u‘ﬂuﬁﬂl@ﬂﬂ"ﬁﬂﬂy1ﬂ1ﬂdﬂﬁﬂgﬂ§
a d %4 a
ﬁﬁﬂﬂ"lﬁﬂﬁll‘ﬁ]‘ﬂﬂ!“ﬂﬂ
A A d
AU MBUASNITaINTT (ﬂ1§ﬁﬂﬁ1iﬂ§$§!ﬂﬂ)

g uTMUNaNAUUSHISMans

2554



UNAALD

A A d A A o A I
FOAIIUNUD NITADEITINDONITIANIT ﬂ1ilﬂaﬂuuﬂaﬂiu@\1ﬂﬂi
A s S Y I A ! o w
NIUANET TUINTLAUA LBDUA LT (WDT1YDY 1NA (ll?iﬂfu)
[ 1 9

d‘ =S an Jd
Yo veY HIYIATAY YUUDY

4‘ A a 4 Y a a d‘ 4
yoiSayan Aadenaasumtiaiia evInmsaeslszgnda
AMzMEazMIdas aonfutuNaNauusSmsenaas

Umsdnmn 2555

= Aaw A A A (Y] A 14 R
NITANHIIVYLIDY  NITADFITINONITIANIT ﬂ?ﬁlﬂaﬂullﬂa\ﬂuﬂﬂﬂﬂi NIUFANEN
s S Y I A ' o w Ao s A A =
FUIATHAUA UOUA LIT INDT19898 1A (UKWI1TU) Tﬂammqﬂizmmwe (1) WofANHI
a o A A 4 S Y I A U o w
uTammmzﬂizmuwamimmumﬁﬁamimmw TATLAUA LUDUA LI INDIT188DY 31DA
A ~ 9 o) [ a o
(111416])'1!) LW@LﬁiﬂNﬂQTNWiﬂNﬁTﬁiﬂﬂﬁLl]ﬁﬂullﬂa\iﬂ]ﬂﬁ‘ﬁUTﬂTSIuﬂTﬁfJﬂiZﬂiJ‘lnﬂ‘ﬁlﬂﬂTi
A ¢ A L] 1 a Jd A = 2R A
NIUBYINDI1WYDY "lﬂqﬁmmiwm%mugﬂgmu (2) LWE’JﬁﬂH1ﬂ\1ﬂilﬂ§§3JLLa$§']JLL']J1JﬂW§
A A Y] = 4 S Y I A 1
ﬁ@ﬁWiﬂWﬂiu‘ﬁu1ﬂ15!Wﬂfﬂiﬁ]ﬂfﬂi ﬂ?i!ﬂﬁﬂullﬂﬁ\iﬂlﬂ\?‘ﬁuWﬂWi!Lﬁuﬂ UDUA LI INDIF 188D Y
o w [ A o A [ 1 Aa 73
1NA (3J1’T151)"Ll) Gluf‘ﬂﬁEJﬂS39]Uﬁ]?ﬂ‘ﬁi!”lﬂ"lﬁWTﬂ!%leW@iWﬂﬂ@fJ "lﬂqﬁmmiwm%ﬂmugﬂzmu
A = = o A A Y o %
(3)L‘W’Oﬁf‘|1&l"lﬂ\‘iﬂ'ﬂﬂJﬁTLi’ﬂﬂli’)\iﬂTiﬁ@ﬁTﬁﬂTﬂiu‘ﬁuTﬂTiLW@E‘T?N’J@MH‘ﬁiiN@Qﬂﬂi VDIDUINTG

7 S Y I A ! o w A = Y o
UAUA LOURA LI INDT1Y8DY I1NA (lﬂ’ﬂﬂf‘u) LW’E]!G]?EJSJ?]’JHJW?EHJIH N1TYNITAUIIIMNDIUINIG

a ¢ A 1 ' a Jd3
WIUFYNDI0YDY llﬂiIﬁUWﬂ'ﬁW'lﬂ!G]fﬂmaJEﬂll‘U‘U



2

X% I Aav A . . o <3
4190181938 M3 NeFaqman  (Qualitative Research) IAsWIMINUIILTIWTOYA

U

9 Aa d‘

a A, [ 4 . (%
‘]Jillﬂull (Primary Source) A8 MITUMHAIL VAN (In-Depth Interview) ﬂ‘]JQJJU'i’ViﬁVIfI
1 A 9 v A [ A A
drungveInuMIdeasnglusuias uazmsdans manlasunlasvessinsnoy

Y 1 A Ja o dyw 9Jq Iax o J
onszav llgsunmsmayddugluun S 3 au wennntidId 1S msdunweinuy
AUNUINGY (Focus Group Interviews) nuUwinamszavliaausuoug s1uiu 3 au

4 2
FIUNQUAIDENNUIUNITU 6 AU

Yy o A '

av 1 s o w 1 o
WANITIVYWUIT TUINTT  LUDURA LI LNDT18YDY 1NA (UIFUH) l13Jﬁﬂ"|§'f‘ITVi‘L!ﬂ
a o a 9 A A =~ 9y o [
yletotazlsslunansaniumsAUMITo a1 VOIS UIATINBIATINANNNT 0N TS U
= o v a Jd 1 Y o
f‘ﬂﬁIf]Jaﬂullﬂﬁ\iﬂlﬂﬁ‘ﬁu”lﬂﬁaluﬂ”liﬂﬂﬁzﬂ’ﬂllﬂi;f‘ﬁil”lﬂﬁ“l/‘ﬂm“D’EJLG]‘JJE']JLL”UU dana linsmrua
v A [ v o Y a a wva 9 A a o 9
GIJ’E]ULGIJG]?‘I’NNTUNWHB‘]J]IM%QL%HLm%EJ\W]ﬂ‘HLﬂﬂﬂﬁﬂQTJGN”I‘LWHL!ﬂ"Iiﬁ@ﬁ”l'il,ﬂﬂﬂ’ﬂiﬂmclfﬁ]u
o = o 9 o Yo 9 1 A (% 1 1o 1 v o d
U 3Jwa‘nﬂwwumm”lﬂiueuay,mmmﬂmimmﬂan"lwmmu muimymmwmuwuﬁ

v A 4 J 09/’ o { A o [ @
%$3UWﬂ%ﬂUﬂ13ﬁﬂﬁ'1§ﬂﬂﬂﬂﬁuu %3‘1/]"IﬁﬂWﬁﬁd“l’i]ﬁ']ﬁﬂUuﬂﬂaﬂWﬂuﬂﬂﬁUTﬂWSLﬂu‘Viaﬂ Tu

= [ o W o Y o Y AN J [ @
EUm3Lﬂﬁl’Jﬂuﬁ“luﬂ‘ﬂi‘WﬂTﬂiuﬂﬂa1ﬂm1ﬁu1ﬂﬁﬂﬁ15ﬂ181u9\iﬂﬂﬁﬂ‘]JWLlﬂQTu

HadvemsAnINnIsutazluuumsdemsmelusiias Wy sumsiinig
A I . A 1 3
Foasuuudlunans (Formal communication) uazmiaammuu"lmﬂumqmi (Informal

. . A <3| o @ o w < 9 Y v
Communication) 1agM3 Teesuuuilunamsdnindmnusnmseztlugneanulniy

9y a @ I [ Jd v & A 1 dgj . .
WU§W1§'§$ﬂ'].lq@l,ﬂuaTEJﬁﬂr]%lmﬂﬂHﬁC]NL‘]JLlﬂ”ﬁﬁ@ﬁ']ﬁLL‘]J‘]Ja']Q"'IJu‘]Ju (Upward communication)

Y

Yo A

Y 1
5UN9BIM s Toe5 1UTZAUIRINY (Horizontal communication) Taes1eauldnuidszauihe
[ d! 9 9y Aa @ 1 [ dy v A
TamsdatlsenonlUdredusmssauguewaaza1eausuns U uonnNiisuInTEding
Aoa159INUUAIEN (Downward communication) A4 IATIE319VBIBIIAMITHIUMTY 5290
] £ 1 ra 9 d' [~
meluntiienuaues 3 vadeuldmsdearsuuy luduniams (Informal
. . Aav [l = A 1 3 o ] A A
communication) tagNan1sIve lnuNimsdeasuun lidumemsludnvazvesinngeh
= 9 [ [ I Y4 o 1 (= o
MepanuMIsnszauusIMIMIas w1z wiinaudiuvgldseaunmsallung
o Aa 7 = 1% 1 I @ @
M lusnasnaiyd vazmsnlasunilasdananvessnasdlu lauumuiiennaniv

MIRuURIUN 2 voasumsuratlszmealne



3)

ao A 0o < 4 4 @
Waﬂ']'i'Jﬁ]ﬂﬁﬂ\‘]ﬂ')’liJfﬂ!ﬁﬂ“llfJ\?ﬂ’lﬁﬁi’)ﬁ”ﬁﬂﬁﬂ”ﬁlﬂﬂ”ﬁlﬁﬂﬁ%ﬁ\i’l@lﬂ‘ﬁﬁﬁﬂ@\iﬁﬂﬁﬂlﬂﬂ

4‘ =\ 9 [ 1 a 743 T W
FUINT LW@L@3flllﬂ'ﬂﬂJ‘Wii’)llcll!ﬂ1§EJﬂi3ﬂTJHI,‘]JQﬁu"IﬂTiW"ImGHEJWIZJE‘]JLL‘]J‘U NUNMIRIUDITY

[ [

J A o = @ ' = 91 <3| J A
peAnsvessIIAMsidmdnyiumsnaoumlasvesdnan dwdhsunmseziluesdnsiil
o ~ = 4 o a J 1 Yy
winauivanats lszaumsaimshaumnansnmsmaydass  uasuns lai
o o A 1A ' @ Y 2 A F
NSZUIUMITANAININTINN tHorasNsIATHoNs ez Iausssulniunilufen Taels
A ' v 4 A Y ] J A a 4
msdeensiudyanbalvessumsnazourumsuainmeniluyagivesuvessuins
=2 o P A [} a A 1 a
s deldtimsdeansnelu suwins dugluuvvesiinssumsdoaisaieg 019 ms
a @ : 1< o o a ua
Uguilma mseneusy msduu ms@euav Wudu winauluszaulfiaauidnlan

S Y ' 9o o o v 99 Yo o @ =2 A 1
ﬂ?13JL‘1J1!ﬂULE]\15$‘Vi’J’N§j NAUUYD ‘]JQGI,WU\T VUYFT IUUNDUITINNUY



ABSTRACT

Title of Independent Study Communication to facilitate Business Operation

Transformantion in An Organization,

the case study of Land and Houses Retail Bank

Public Company Limited
Author Mr. Dhitirat Numnoie
Degree Master of Arts Program in Applied Communication

Graduate School of Language and Communication

National Institute of Development Administration

Year 2012

The case study on Communication to facilitate business operation transformation of Land
and Houses Retail Bank Public Company Limited, The Bank was carried out with the following
objectives : (1) To study The Bank’s policy and to evaluate The Bank’s implementation of such
communication in order to prepare The Bank’s employees to be ready for the operation
transformation from retail banking to full banking; (2) To study the internal communication

activities and practices used by The Bank to accommodate the above business transformation;



()

(3) To study the success of such internal communication in the efforts to establish organizational

cultures for The Bank to be ready for the upgrading to operate commercially as a full banking.

The researcher has employed several methods in this study such as the qualitative
research, the gathering of the primary source and an in-depth interview with executives
responsible for The Bank’s internal communication and for the operation transformation to
become full banking. In addition, a focus group interview was carried out among 3 Bank staff

working in different capacities. In total, 6 Bank staff were interviewed in this study.

The findings show that The Bank does not have established policies and does not make
any evaluation of the internal communication launched in order for The Bank to be well prepared
for the changes to operate as a full banking. The lack of definite policies for internal
communication was resulted in unclear scope of responsibilities in the communication work.
Sometimes, this unclear scope of work has caused work overlapping. Consequently, The Bank’s
employees have not been clearly informed of such particular message. While the Public Relations
division looks mainly after the communication work with people outside The Bank, the office of
Human Resource is responsible for the internal communication work among personnel working

with The Bank.

Concerning the activities and the communication practices used with The Bank
employees within The Bank, the findings show that there are both formal an informal
communicationa practices. For the formal communication, Compliance division will report to
higher level executives in writing which is an upward communication. ~With horizontal
communication, a report is made at a management meeting attended by executives of each
department. Besides, downward communication is also practiced within The Bank where there is
an internal meeting carried out in each work unit following the work structure of The Bank.
Often, the meeting of this type is informal. In this study, an informal communication in the form

of rumour concerning the upgrading of The Bank’s operation to be a full banking has not been



(6)

found. It is widely known to the employees that The Bank’s business transformation is a

requirement stated in The Bank of Thailand’s development plan for financial institutes, Edition 2.

As for the study on the success of the internal communication with The Bank’s
employees to establish organizational cultures to a full banking, these organizational cultures to
prepare for The Bank’s operation upgrading have played a significant role in the business
transformation of The Bank. Despite the fact that The Bank has a big collection of employees
with previous working experiences in many different commercial banks, Land and Houses Retail
Bank Public Company Limited, however, has a social polishing process for their employees to go
though in order that those employees will share the same organizational cultures. For example:
Any forms of communication have been done under The Bank’s logo as well as through The
Bank’s uniform. The Bank’s internal communication has been done through different
communication activities such as orientations, trainings, seminars and visits to The Bank’s
branches. Employees working in The Bank’s routine jobs can feel the personable bonds between

their superiors and the lower ranking staff as well as the friendship among fellow co-workers.
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A I A Y a
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o 4 a
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(Replicating Memories)
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12,8957 (Stimuli)

- 4 =
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1481/ 401U 8l

(Time / Situation)
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