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THE DEVELOPMENT OF CUSTOMER SERVICE QUALITY THROUGH
APPRECIATIVE INQUIRY FOR BANGKOK INSURANCE PUBLIC COMPANY
LIMITED, KHON KAEN BRANCH
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Abstract

This study concerns about developing the quality of customer services through appreciative inquiry for
Bangkok Insurance Public Company Limited in Khon Kaen Branch. The research’s aims are to study the company’s
operations together with to explore positive customer experiences, which hence lead to the action plan and the
projects to develop the quality of customer services. It was conducted based on appreciative inquiry principle.
Positive customer experiences were gathered by interviewing from two groups of customers: 25 of the company’s
customers and 25 of other companies’ customers. The collected data were analyzed based on several principles
which are DISC personality principle applied to study customers’ characteristics, marketing Mix: 7P’s principle and
SOAR analysis which was applied to analyze operating conditions of the company. The analyzed results were
then investigated through the process of appreciative inquiry. It was revealed that all of the six projects can
improve the development of customer service quality for Khon Kaen Branch until they have the most

satisfaction and sale rate was increased by 12.44%.

Keywords: Appreciative Inquiry, Insurance Companies, DISC Personality, Marketing Mix: 7P’s, SOAR
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LHYNYU 9,076,206 8,962,148 114,058 +1.27%
WEWNIAL 12,051,111 9,706,446 2,344,665 +24.16%
ﬁquwu 11,225,222 10,103,897 1,121,325 +11.10%
YaNTIU 32,352,539 28,772,491 3,580,048 +12.44%
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