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ABSTRACT

This research is aimed to examine and evaluate the value and capability of cultural
resource in Klong Aom Area, Nonthaburi Province. In addition, the study demonstrates the
way in managing cultural resource for cultural tourism in the future. The methodology is
composed of the assessment form for value and capability of cultural resource and collecting
data in the field about research issues. The findings show that an assessment level of value
and capability of selected cultural resource is quite high. The context of economy and society
has an effect on community and environment as well as cultural resource. The improvement
of tourism does not succeed. Community doesn’t participate in tourism. Framework and
theory of cultural resource management, the development of community’s culture,
sustainable economy, sustainable tourism, and cultural tourism management were employed.
It was found that the participation of community in cultural tourism management should be
the suitable complexion management in Klong Aom Area, Nonthaburi Province, deployed
with local way of life and resource with the purpose of providing balance in the development

of economy, society, environment, and culture.

Keywords: Cultural Resource, Klong Aom, Tourism Planning, Cultural Tourism
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ABSTRACT

The objectives of this research were to study 1) behavior in buying secondhand
house of the consumers in vicinity area, 2) the image of sale asset department in Bangkok
Commercial Asset Management Company Limited (BAM) of the consumers in vicinity area,
and 3) comparison on the image of sale asset department in BAM of the consumers in
vicinity area classified by personal status. The sample group included 335 consumers who
considered secondhand house or already bought secondhand house in Samutprakran,
Nonthaburi, and Pathumthani province. Questionnaires were used as the research tool. The
obtained data were analyzed by frequency, percentage, mean and standard deviation. T-test
and one-way analysis of variance, and Scheffe were used as statistical method. The result
found as follows; 1) Most of the consumers decided to buy detached house, interested in
Non-Performing Asset priced between 1-3 million Baht. They decided themselves to buy
property with BAM Co., Ltd. as residence, surveyed from BAM Co., Ltd. special promotion
information, chose property from housing and residence show and event, and applied for
credit from banks. 2) From point of view of the consumers in vicinity area, the image of sale
asset department in BAM Co., Ltd. as a whole was good as well as in every area regarding
to personal, organization, product and service, and public relations respectively. 3) From
point of view of the consumers in vicinity area, the image of sale asset department of BAM
Co., Ltd. as a whole was not different as well as in every area regarding to different sex,
age, marital status, number of family members, and income. While there was a statistical
significant level at .05 among the consumers who had different education level and

occupation.

Keywords: Behavior in Buying Secondhand House of Consumers, Image of Sale Asset

Department
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ABSTRACT

This research aims to study behaviors, attitude and marketing factor toward decisions
customer’s between a chain store and an independent drugstore in Bangkok area. The research
instrument was the questionnaire used for collecting data from the samples of 200 men in a
chain store and 200 men in an independent drugstore. The results of the study were as follows:
the most of customer in a chain store and an independent drugstore bought drugs and dietary
supplement, selected the drugstore because convenience and near house or office, customer
purchased products in period 2.00 — 10.00 pm, decisions to buy by themself, pay for products
101 — 300 bath by cash, customer of chain store to buy products often than an independent
drugstore. Attitudes and marketing factor toward decisions customer’s between a chain store
and an independent drugstore are different in overall, except for people factor. A chain store
should be improve price, reliable of pharmacist and employee. An independent drugstore should
be improved variety and quality of products, service hours, physical evidence and process of

service.

Keywords: Attitude, Behaviors, Chain Drugstore, Independent Drugstore, Marketing Factor
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ABSTRACT

The investment is a risk. The investors should study the information’s before
determining”. This sentence is a caution for every investor who will invest on the stock
exchange of Thailand. The SET INDEX is a indicator that indicate about the tendency of
overall image of the market so this study was studied the relationship between three
variables, these were 96.5% gold bullion selling price, diesel oil selling price and Gross
Domestic Product that will have an effect to the SET INDEX or not and which variables have
the relationship to SET INDEX most. The results showed that Gross Domestic Product is the
variable that have significant influencing effect to SET INDEX change most, diesel oil selling
price is the variable that have significant influencing effect to SET INDEX change less Thant
Gross Dome Product and 96.5% gold bullion selling price have not significant influencing

effect to SET INDEX.

Keywords: Gross Domestic Product, Oil, Gold, SET INDEX
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ABSTRACT

The purposes of this study were to: (1) Study on Knowledge management issues of
The Royal Institute 2) Develop model a knowledge of Royal Institute. This research is the
qualitative research. The study documents and interviews with executives from The Royal
Institute. And experts from outside the field of knowledge management tools, 21 are used in
the study included a structured interview to collect data in research and in-depth interviews.
The tools used in this research is interviewing, Royal Institute of 7 people interviewed
executives, The employer of the Royal Institute of 7 people and 7 people from outside
experts. Total 21 persons was collected after the data processing and data analysis in a
systematic way. The results showed that (1) Knowledge management issues for the
Academy such as people issues, money issues, materials issues, management issues and
technology issues. (2) Model of the Royal Institute of Knowledge Management can be
considered to three parts: 1) knowledge management process consists of 9 stages of
knowledge, for examples: The creation, the Acquisition of knowledge, the Store of
knowledge, the Processing and filtering of knowledge, the Exchange of knowledge, the
Access to knowledge, the Knowledge transfer and utilization, the Dissemination of knowledge
and the Monitoring and Evaluation. 2) The knowledge management strategy, Create
understanding, Small team, Analysis of the organization, An action plan, Promote knowledge
sharing, Defined as a measure of an individual. Change, organization culture. and Creating a
good atmosphere. 3) Factors affecting knowledge management such as management
factors, personnel factors, Budgetary factors, factors recognition and reward, factors of

organizational culture, factor of communication, and factors of information technology.

Keywords: Model, Knowledge Management, Royal Institute
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ABSTRACT

Currently, reported the insurance market in Thailand tends to be growth for number
of years. There are increasing numbers of Premiums of Insurance products. Although
increasing numbers of Premiums has been reported, there has been shown decreasing the
number of percentage growth. Because of life is uncertainty, Life insurance could be as a
contract which is subject to payment of premiums for a term dependent on human life.
However, there are many kinds of factors affecting to decision-making of people to whether
buy or not life insurance. This study is researched for examining which factors has
relationship in making a decision on purchasing life insurance. So, this study would enable
insurance companies to understand and predict consumer behavior in the Thai insurance
market. The populations were used in this study were the people who aged over 25 years
old to 59 years old and live in Bangkok area whether they were policyholders or not. So,
about 417 respondents were collected the data from questionnaires and then using a
Logistic Regression Method to analyze relationships between purchasing decision and
variables factors. This result showed that the descriptive statistics indicated that
respondents who enrolled into this study were male with 51.8% and female with 48.2%.
The ages of respondents were range from 25 to 59 year old and having degree from lower
than Bachelor to Doctoral. AIA Company has the most number of policies with 30.7%
relative with the market share of AIA in the insurance market, 2011. The Independent
variables in this study consisted of personal factor (age, education, position, income), social
factor (friends, family, opinion leader), psychological factor (attitude, belief, value, lifestyle),

and marketing mix (product, price, place, promotion, people, process, and physical
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evidence) While the dependent variables was making decision to purchase life insurance.
According to research result, the significance test for the final model chi-square showed all
of the probability of the model chi-square were less than or equal to the level of
significance of 0.1 (90%confidence interval). This research was divided into 6 models to
analyze decision making to purchase life insurance policy by time and amount. The length
of time was divided by 3 levels; 1-6 month, 7-12 month, and more than 12 month. The
amount of premiums what people have to pay was also divided by 3 levels; less than
50,000 baht, 50,000-100,000 baht, and more than 100,000 baht. Most Factors affected on
purchasing decision with either time or amount except cultural factors, psychological factors
and physical evidence. The same culture of people in Bangkok could have the same as
perception, motivation, and attitudes. Not significant in physical evidence was the same like

a previous studied

Keywords: Life Insurance policy, Purchasing Decision, Purchasing Factors, University of

the Thai Chamber of Commerce
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1. Introduction

Although the Thai insurance market is small compared with the others in this
region, the market in Thailand is the fastest growing in Asia. (Chan, 2005) Considering the
Asian market for next ten years, Thailand forecast to be growth over 15% for life insurance
sectors bases on growing of GDP and demographic trends as factors analysis. (Chan,
2005) Currently reported, the insurance market in Thailand tends to be growth for number
of years. There are increasing numbers of Premiums of Insurance products. (The Thai Life
Assurance Association, online 2011) Although increasing numbers of Premiums has been
reported, there has been shown decreasing the number of percentage growth. Because of
life is uncertainty, Life insurance could be as a contract which is subject to payment of
premiums for a term dependent on human life. (Epetimehin, 2011) However, there are
many kinds of factors affecting to decision-making of people to whether buy or not life
insurance. There have been few studies researching for relationship between personal
factors, influencing factors and marketing mix influence to purchasing decision.
This study focus on what factors play the important role to consumers to make a decision
buying life insurance in Bangkok, Thailand. In addition, this study would enable insurance
companies to understand and predict consumer behavior in the Thai insurance market. So,

they can create strategic to increase number of buying life insurance in the future.

2. Methodology

This study is researched for examining which factors has relationship in making a
decision on purchasing life insurance and which factors are the most important role in the
process of making a decision. In addition, the design of study was done by using

quantitative method to analyze the impact of outcome due to objective of the study.

3. Population and Sample

The populations were used in this study were the people who aged over 23 years
old to 60 years old and live in Bangkok area whether they were policyholders or not.
According to The National Statistic office of Thailand, The population from registration
record in Bangkok, 2010, reported that there are about 5,701,394 people live in Bangkok

area. (The National Statistic office of Thailand, online 2011)
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The sample size was calculated by using Yamane formula, 1967 (Israel, 1992) that
were about 400 respondents who live in Bangkok area. The respondents would be selected
first by simple random sampling (probability sampling) to collect considering for people who
cooperate to answer questions until finishing 400 respondents. Questionnaire would be
used as the instrument of this study by dividing into 5 parts following the objective;
Personal Information, Factors on life insurance purchasing behavior, Marketing factors
affect on purchasing life insurance, Decision making to purchase life insurance or not and

Comments and suggestions.

4. Data Analysis
The collected data would be recorded and process by Statistic analysis. Then, the
hypothesis would be tested by using Multinomial Logistic Regression Method to analyze

relationships between purchasing decision and variables factors.

5. Result of Analysis
Description of demographic characteristics

Age and Education

The data collected from 417 people who live in bangkok showed that gender are
51.8% male (n=216) and 48.2% female (n=201). From 417 respondents, the collecting data
for age showed 34.8% of age from 30-39, 27.30% of age from 25-29, and 37.90% of age
more than 40. The education level for 417 respondents showed 56.1% having bachelor
degree (n=234), 24.5% having lower than bachelor degree (n=102), 15.1% having master
degree (n=63), and 4.3% having doctoral degree (n=18).

Position and Income

Maijority of respondents were 57.8% operating staff. The following percentage was
31.40% executive level, and 10.8% chief executive respectively. The majority of income
level for 417 respondents showed 50.55% having less than 20,000 baht, 33.77% having in
range from 20,001-40,000 baht, and 15.68% having more than 40,000 baht

Making decision on purchasing life insurance

The result of making decision on purchasing life insurance from 417 respondents was
showed on table 5. There were 45.1% of respondents who made a decision on life

insurance while 54.9% of respondents did not make a decision. The expected time they
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want to purchase life insurance by 1-6 month, 7-12 month, and more than 12 month were
9.8%, 15.8%, and 19.4% respectively. The expected premium they want to purchase life
insurance on less than 50,000 baht, 50,000-100,000 baht, and more than 100,000 baht
were 12.0%, 17.3%, and 15.8% respectively.

6. Analysis of the level of agreement

The levels of agreement for 417 respondents are collected in the table showed the
agreement of many kinds of factors such as social factors, cultural factors, psychological
factors, and factors on marketing mix (7P’s). 417 respondents agreed with most kinds of

factors but social factors.

7. Data Analysis and finding

Factor Analysis

All variables were extracted and explained significantly by ten components which
consisted of Social, Cultural, Psychological, Product, Price, Place, Promotion, People,
Process, and Physical Evidence. All of them had Eigen value greater than one. Hence,
these were considered significant to determine the number of factors extracted.

Multinomial Logistic Regression Analysis

Table 1: Conclusion model of purchasing decision

A P I S C P P P P
G o o R R L R E R
Dependents
E S C I A O O O
M C
I
Time (1-6 m) - + - - + -+
I
Time (7-12 m) - + + + - - -
I
Time (>12 m) - + i
I
Amount (<50,000) - - + -
I
Amount (50,000-100,000) - + + - -
I
Amount (>100,000) - + -
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This study used Multinomial logistic regression provides a set of coefficients for
each of the two comparisons to analyze relationships between purchasing decision and
variables. Hence, (+) showed positive correlation with purchasing decision and (-) showed

negative correlation with purchasing decision.

8. Conclusion and Discussion
Conclusion

The data used in this study were collected from 417 people who live in Bangkok,
Thailand. The descriptive statistics indicated that respondents who enrolled into this study
were male with 51.8% and female with 48.2%. The ages of respondents were range from
25 to 59 year old and having degree from lower than Bachelor to Doctoral. Result from the
data, most of respondents with 61.6% already purchased insurance policy with 1 and 2
policies (27.3 and 20.6 respectively). However, AIA Company has the most number of
policies with 30.7% relative with the market share of AlA in the insurance market, 2011.
The Independent variables in this study consisted of personal factor (age, education,
position, income), social factor (friends, family, opinion leader), psychological factor
(attitude, belief, value, lifestyle), and marketing mix (product, price, place, promotion,
people, process, and physical evidence)

This analysis used a Factor Analysis which can explain the relationship between
different variables to reduce the number of variables by combining several variables to the
same factors. All of them considered significant to determine the number of factors
extracted. Then, using a Logistic Regression Analysis model that allowed the effect of the
independent variables on the probability of purchasing life insurance to the length of time
and amount of life insurance purchased.

This research was divided into 6 models to analyze decision making to purchase
life insurance policy by time and amount. The length of time was divided by 3 levels; 1-6
month, 7-12 month, and more than 12 month. The amount of premiums what people have
to pay was also divided by 3 levels; less than 50,000 baht, 50,000-100,000 baht, and more
than 100,000 baht. So, the conclusion was showed in the table which (+) showed that
factors had influence purchasing decision with the positive relationship and (-) showed that

factors had influence purchasing decision with the negative relationship.
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Discussion

The result of this study showed age was another factor that has significant impact
on consumer behavior because of changing over time and social factor would be affected
when people had making decision in short time period and positive relationship with
purchasing decision. In addition, the result showed that factor of product could affect on

purchasing decision both length of time and amount of premiums.
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The Impact of ODI on Team Development, Team Performance, Employee Motivation,
Employee Performance, Employee Job Satisfaction and the Communication Process:

A Case Study at the Merchandise Control & Support Division at A Retail Company

Piyawat Phonoi
Graduate School of Assumption University
E-Mail: Piyawat.Phonoi@Gmail.Com
Mobile Phone: 089-265-1919

ABSTRACT

As a result of the recently established new division, Merchandise Control& Support
Division, by combining three departments: the Plan-O-Gram team, Inventory Management and
Category Development departments, there were many unclear roles and responsibilities that led
to confusions, low employee morale and job satisfaction, and lack of unity. The key objectives
of this dissertation were then to assess the current situation of Merchandise Control & Support
Division of A Retail Company, to design and implement proper ODI process and see the impact
of ODI activities on team development, team performance, employee motivation, employee
performance, employee job satisfaction and the communication process. The action research
was particularly conducted at Merchandise Control& Support Division from September 2010 to
Jan 2011 at A Retail Company. The sample size used in this study was 34. The research
design used in this study was conducted by a combination of qualitative and quantitative
approaches. The results of the data analyses indicated that team building activities, the revision
of organization structure and job descriptions, together with a clearer communication flows
played a key role in driving a sustainable team development, team performance, employee

motivation, employee performance, job satisfaction and the communication process.
Keywords: Organization development intervention, Team Development, Team Performance,

Employee Motivation, Employee Performance, Employee Job Satisfaction, Communication

Process
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1. Introduction

In Thailand, there were top three retailers in hypermarket. Company B was considered
to be the largest in term of sale values and number of branches, followed by A Retail Company
and then Company C. They competed against other rivals aggressively to create and open new
store concepts and marketing campaigns to expand customer base and stimulate sales.
Furthermore category killers or specialty stores had also expanded their private label brands
and products to provide customers with variety and value. These presences reflected
competitive environments in retailing in Thailand.

In the beginning of 2010, CEO and A Retail Company’s Executive Committees had a
vision to set up a new division under the name of the Merchandise Control & Support Division
to serve as a controlling and supporting function including providing strategic recommendations
to cope up with the rapidly changing and highly competitive market. A new division also acted
as an agent to balance power between the Merchandise or buying team and Operation team.
Therefore, three departments which were Plan-O-Gram (POG), Inventory Management and
Category Development, had to be combined and reorganized.

After OD intervention, the empirical results showed that the OD intervention could
change the samples’ opinion in a positive way in all factors after implementation an ODI and
only two factors: employee performance and employee job satisfaction that the ODI activities
could change respondent’s opinions from uncertainty to agree. For the hypothesis testing part,
three main factors could change the respondents’ opinion significantly. These factors were team
performance, employee motivations, and employee job satisfaction.

From the interview, respondents were attentive to the communication breakdown within
the organization in both formal and informal communications. They also admitted that the
relationship with team members was also a key factor in driving employee’s satisfaction and
motivation. If they felt unrecognized or being unaccepted by their team members, it might lead
to unwillingness to deliver their assignments and to get their jobs done effectively and
efficiently. The research findings also indicated that the company would benefit from continuous
implementation and improvement in team building activities, and agreed communications

channels to reach a sustainable team development.

2. The Theoretical Background of the Study
A Retail Company were facing both transitional changes, which was gradually involved
and considered as a temporary arrangements in creating and growing the concept of team

development to have a sustainable team performance. At the same time, transformational
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change, this was classified as a re-conceptualization of the organization’s mission, culture,
critical success factors, form, and leadership. It was also happened in term of the revision of an
organization chart and job descriptions after the combination of three departments. (Pichaphob

Phanphae, 2009)

3. The McKinsey Model or 7S

In the case of A Retail Company, McKinsey 7s model can be applied to explain the
process of enhancing organizational effectiveness towards organization in terms of
management system, people management, and also used as an ODI process.

The McKinsey 7S model involves seven interdependent factors which are categorized

as either "Hard" or "Soft" elements. (Ethan M. Rasiel, Paul N. Friga ,2010).

@rategy .

/ Shared

Values

Figure 1: McKinsey 7S Model

“Hard Elements” are easier to define or identify and management can directly influence
them: These are strategy statements; organization charts and reporting lines; and formal
processes and IT systems.

"Soft Elements”, on the other hand, can be more difficult to describe, and are less

tangible and more influenced by culture.
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4. Team Work &Team Development

Tuckman and Jesen said that Team Development comprised of 4 stages as shown in
the Figure 2: Forming, Storming, Norming and Performing. The stage of team development
must be understood by team members and leaders in order to recognize the signals that
indicate normal team growth and development.

Team development by Tuckman is the way which a team tackles a task from the initial
formation of the team through to the completion of the project. Team development is an
intervention to encourage people in a group with a common purpose to achieve a specific task

or set of outcomes, improve productivity and motivation.

Orientation, break the ice Leader: Faciliate change

H¢

Conflict, disagreement Leader: Encourage, Participate

%¢

Establishment of order and cohesion Leader: Clarify a team roles

|¢

Performing

Corporation, problem solving Leader: Facilitate task accomplishement

Figure 2: Four stages of Team Development by Tuckman

5. Theoretical Framework

From the study, the researcher employed the McKinsey Model or 7S models as ODI
activities which impacted on an organization level for the revision and re-design of Strategy,
Structure, System, Shared Value, Style, Staff, and Skill as shown in Figure 6. Then all the
seven key variables were then considered as an Organization Elements and thereafter
effectively communicated via a variety of agreed communication channels to all team members

within an organization to ensure a mutual understanding.
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Organization Elements (McKinsey Model: 7S)

Shared
WValues

A 4

Organization Communication

Strategy Structure System Style Staff skill

Individual /Team Members

FourStages of Team
Development by
Tuckman

Employee Employee Job Employee Team
Maotivation Satisfaction Performance Performance

Figure 3: Theoretical Framework
6. Conceptual Framework
In this dissertation, independent variables were composed of three key variables as
shown in Figure 7: Team Building Process, Organization Elements Designs and Organization
Communication process. Dependent variables were clearly defined by team development, team
performance, employee motivation, employee performance, and employee job satisfaction and
communication process. The researcher tried to study the impacts on OD intervention before

and after within the Merchandise Control & Support Division at A Retail Company only.

| INDEPENDENT VARIABLES | l DEPENDENT VARIABLES |J

KTE#M BUIDLING \ / \
sInterpersonal activities *TEAM DEVELOPMENT
+Physical social activities *TEAM PERFORMANCE

+*ORGANIZATION ELEMENTS
+Re-design the Org Chart
*Re-define job descriptions and *EMPLOYEE MOTIVATION
roles & responsibilities *EMPLOYEE PERFORMANCE
*Work Flow System D *EMPLOYEE JOB SATISFACTION

sRewarding & Recognitions
«Team Building Strategy

*ORGANIZATION COMMUNICATION » *COMMUNICATION PROCESS
+«Communication Channel

K priority J \ /

Figure 4: Conceptual Framework
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7. Action Research Framework

The research frameworks mainly focused on determining the impact of ODI activities on

team development, team performance, employee performance, employee motivation, employee

job satisfaction and communication process which were considered as dependent variables.

Pre ODI

Team Building

- Unfriendly working environment

- Low employee participation but high level of
disagreements and conflicts

- Lack of Commaon Goals

- Low Trust and Respect Senior management
level/Top Management

-Less Cooperation and supports amongteam
members

Organization Elements

-Unclear Roles & Responsibilities
-Feeling of unfairtreatment

-Unfair performance evaluation

- Poor Recognition and Rewarding

-High level of Work Redundancy

- Job duplications amongold and new teams
- Low Job Security

-Low Employee’s Morale

- Lack of Training and Development

Organization Communication

- Miscommunications from Top management
tolowerlevel

- Unclearwork policies and directions

- Confusion of work flows

ODI

Team Building Process

- Forming: Break the ice, Team
activities, lessen the gap

- Storming: Encourage participation,
allowinvolvement

- Norming: Clarify Team’s role,
cultures, norms, shared values and
common goals

- Performing: Facilitate task

- Teamwork, Team Synergy

- Team Adaptability

- Defining Team’s Roles /Cultures
- Reshaping the new Org Chart

- Redesigning Job Descriptions

- Creating individual career path
- Rewarding & Recognition

- Training and Development

Communication Systems
-Openand Can Do expression of
Opinions

- Face to Face communication

- Information Sharing

- Weekly Team Meeting (RAG)

- One to One Meeting

Post ODI

Team Development

- Warm working environment

- High employee participation

- Clear Common Goals and have sharedvalues
- Less conflicts

Team Performance

-High Trust and Respect management level
-High Cooperation and supports amongteam
members

-More trusting and caring working environment

High Employee Motivation

- High Recognition and Rewarding

- High Job Security

High Employee Performance

- High Employee’s Moral

- Roles & Responsibilities are more clearly defined
- LessWork Redundancy

High Employee’s Job Satisfaction

- Feeling of Fair treatmentand performance
evaluations

- Training and Developmentare conducted from
time to time before starting works

Effective Communication Process

- MutualUnderstanding from Top management to
lowerlevels

- Work policies and directions are strictly followed
- Precise Work Processes

Figure 5: Action Research Frameworks

The research methodology that was employed in this study was a combination of

qualitative and quantitative approaches and target respondents were thirty-four respondents:
two executives, three middle management and twenty-nine officer levels. The action research
framework was clearly separated into three phases as seen in Figure 8: Pre-ODI, ODI and
Post-ODI to see the impact of the ODI before and after intervention. The ODI intervention was
also classified into three processes: team building process, organization element designs and

organization communication process.

8. Research Design

The research design is a master plan that specifies the methods and procedure for
collecting and analyzing the needed information; it is framework for the research plan of action.

Burns (Burns, 2000: 145) described a research design as essentially a plan or strategy aimed
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at enabling answers to be obtained to research questions. Therefore, the research design for
this study was to focus on the study’s research questions that were derived from the questions
of what is the impact of the ODI activities as Organization Development Intervention on team
development, team performance, employee motivation, employee performance, employee job
satisfaction and the communication process before and after ODI and how to synthesize the
outcome of this study to create the model of organization development for the Merchandise
Control &Support Division and expanded this model to the whole organization as seen in Figure

9.

Phase | Phase I Ebaselll
. . ODI Evaluation and
ODI Design and Implementation Riimmiendstinn

6. Joint Action Planning and Data Re-Diagnosis
Design the Tailor Made Team ’ Evaluation
‘ Building &McKinsey Model

‘ asODI 1
l Comparison the

Difference between
After and Before ODI

Research Preparation

Identify the need for change

Employ 8 steps of planned change by
John P. Kotter

1. Problem Identification

7. Action: Implementing and
Monitoring the Team Building

-

‘ 2. Consultation with OD Experts

el

Diagnosis

]

‘ by Tuckman & McKinsey Model 1

8. Data Gathering after
Implementation

Summary and
Recommendation

‘ 3. Data Gathering and Preliminary ‘

| 4. Feedback to Management |( I
‘ 5. Joint Diagnosis of the Problems ’_

Figure 6: Research Design

9. ODI Process
The ODI Process can be described in three key stages as shown in Figure 10.
Team Building Process

The researcher employed the four stages of team development by Tuckman which
comprised of Forming, Storming, Norming and Performing together with team work, team
adaptability and team synergy. As a result, the ODI process were then classified into four steps
either as described below;

Forming: At this stage, all team members within Merchandise Control and Support
division got together by having both outdoor and indoor activities; namely, Big Cleaning day,

donation day, and outdoor activities. The key objective was to break the ice among the
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employees and let them express their true feelings and learn more about their colleagues so as
to lessen the gap.

Storming: All members were encouraged to participate and share their ideas, benefits,
concerns from/toward the team and how to improve the team’s motivation, team performance,
job satisfaction and communication process.

Norming: During this stage, all employees were encouraged to set common shared
values, common KPI and individual KPI via the revision of job descriptions, team cultures and
norms via an open discussion during the team activities, for instance, the culture of celebrating
success, a common value of the concept of “Together we win”, birthday greetings to all team
members, an open-minded communication as a tool for promoting recognition and people’s
values. These activities were aimed at getting their engagement or commitment to changes
using team building as an ODI.

Performing: During this stage, the coaching and training was developed into two types:
job related training and people development training. For the job related training was “
Commercial Training”, “Category Development Training”, “Effective Time Management” while
people development training was more related to how to deal with different kinds of people by
bringing in a people development tool named “DISC”’(Dominance, Influence, Supportive,
Compliance) so that employees understand more why their colleagues act differently.
Organization Element Designs

During this stage, the researcher applied the McKinsey Model as ODI activities for the
revision of the organizational structure and job descriptions, team strategy setting, shared
value, including individual career path discussion, rewarding and recognition including training
and development to enhance employee’s capabilities were employed and launched in
December 2010. Some team members were rotated to perform different positions while three
members were recently promoted from assistant managers to manager and one was promoted
from section chief to an assistant manager based upon their capabilities and past performance.
This was also the result of the revision of their roles and responsibilities and to ensure a fair
treatment among all team members. There was a career week within the division to discuss the
individual career paths so that employees are clear on their career development plan.
Organization Communication Channels

The regular weekly meeting and structured workflows had been developed at this stage
so that employees were crystal clear on what they had to do and when they were committed to
deliver. All the benefits and concerns of each projects was raised and summarized in the

weekly meeting minutes including the next steps. Besides, the statuses of all the
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tasks/assignments were shown via traffic lights in different colors: Green/Yellow/Red so that all

team members were aware of the schedule and avoid any misunderstanding.

TES NG ] , ORGANIZATION
: : COMMUNICATION

“f';:':?gr del McKinsey Model

-Stiucture -System
Style
Regular Meeting
(RACT)

More Structured Work
Flows

Agreed Communication
Channels
Traffic Light of Work Status
(RAG)

Figure 7: Three Stages of ODI Process

10. Results and Discussion

The findings contain three parts: general information, organization development
intervention factors, and hypothesis testing. For the general information part, most respondents
are female and their age range from 21- 40 years old. Most of them are bachelor degree
holders with their working experience less than or equal to three years for almost fifty percent.
The respondents’ opinion on six main factors of organization development intervention can be
split into two groups: before and after the intervention. The main factors were team
development, team performance, employee’s motivation, employee’s performance, employee’s
job satisfaction, and the communication process. Team development consists of forming,
storming, norming, and performing sub-factors, while team performance contains teamwork,
team adaptability, and team synergy sub-factors. The intervention could change the samples’
opinion in a positive way for all factors and only two factors could significantly change
respondent’s opinions from uncertainly to agree: employee performance and employee job
satisfaction. The remaining factors, however, could change the respondents’ opinion.

For the hypothesis testing part, only three main factors could change the respondents’
opinion significantly at five percent significant level. These factors were team performance,

employee motivations, and employee job satisfaction.This study proved that the ODI activities
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of Team Building Process applying four stages of Tuckman, and the Organization Elements
Designs applying the 7S of McKinsey Model, and Organization Communication had the impact
on Team Development, Team Performance, employee motivation, employee performance, job
satisfaction while the communication need to be more carefully implemented and clearly
communicated on a regular basis.

For Team Development and Team Performance factors, it could be said that team
development was an on-going process and took times to be developed and explore the best in
employees and then fully utilized them. If we encouraged employees to talk more, then less
conflict would then happen and encourage a mutual understanding among team members.
Besides, in building a stronger team, we also need to have employee involvement or
participation so that at least they have their commitment to the common targets and then well
cooperation and supports will be increased. Having a common goal and shared value of
“Together We Win” and “One Team One Goal”, it encouraged a team unity or team spirit in
helping each other to get things done rather than working individually and will finally lead to a
higher trust and respect among team members and senior management.

Organization Element Designs by applying the 7S model of McKinsey proved that the
revision of Organization Chart helped employees to have a clearer roles and responsibilities,
less work redundancy, and more précised organization structure. Besides, by giving them some
rewarding and recognition including promotion helped enhancing employee morale, the feeling
of fair treatment, positive attitudes toward job security. Directions from top management were
then more strictly followed. The training and people development played a key in developing
and increasing employee’s skills and capabilities.

Organization Communication: after having more structured work flows, clear KPls
setting and agreed upon communication priority, then workplace become friendlier and warmer
working environment. It also proved that communication between employees and senior
management were free flowing. This was the positive impact from having a face to face or
interpersonal communication and then led to have more employee participation and information

sharing especially during the weekly meeting.

11. Recommendations to ODI from the analysis
According to the empirical results on the impact of ODI activities on team development,
team performance, employee motivation, employee performance, employee job satisfaction and

the communication process, recommendations from the analysis can be summarized as follows:
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1) Team Development by Tuckman can be considered as a basic foundation and
practical but take some times to be developed in Performing Stage

2) Team Building is an on-going process and takes times to be developed. It requires a
continuous developing process and effective communication to ensure a sustainable and
successful team building/team performance

3) Leadership Style: How a leader develops a team is very interesting as the stage
follows: Forming, Storming, Norming, and Performing. A team leader must support team norms,
critical events, primacy, symbols and explicit statements, and team cohesiveness. A leader or a
boss with a result-oriented management style will be less supportive in the team building
process rather than a people-oriented boss since he or she does not care about how to get
results done but when it will be completely done instead.

4) Communication: In creating a successful team, and a sustainable team development
for the organization, communication is a key. Thus, organization-wide communications typically
flow in three directions as downward, upward, and horizontally. The organization many times
require an informal channel, which means they get out of their offices and mingle with
employees as Management by Wandering Around (MBWA) that describes executives who talk
directly with employees to learn what is going on within the division. As a result, managers
have a chance to describe key ideas and values to employees and, in turn, learn about the
problems and issues confronting employees.

Recommendations on ODI process for further ODI

® Team Building should not be an Ad Hoc. It requires a structured process and well
planning. Team Building should be taken as an integral part of organizational activity on a
continuing process rather than just an Ad Hoc. It requires a structured process and well
planning and continuous process of team learning and development.

® An outsource agent can be more effective since they are much more
professional/skillful in creating team building activities/encouraging member participations.

® Design activities that involve all team members to ensure that he or she enjoys
participating.
Recommendations for future studies

The study on the impact of organization development intervention process on having a

sustainable team development could be further investigated as follows:

® Action research must be done step by step as you have planned with discipline else

you will be getting out of track.
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® Human relationships shall be considered as a main factor while operating the Team

Building as an OD Intervention to ensure well collaboration.

® Time and Budget are very essential for an action research in supporting ODI

activities to reach the research objectives.

® |t's very important to design proper ODI activities in order to match with customer’s

needs and research problems before starting the action research.

® Pattern and Frequency of Communication during the OD intervention can be
considered as a key success factor in having a sustainable team building and avoid
misunderstanding/conflicts. Other team building theories can be employed, for instance,

Herzberg’s Two-Factor Theory)

® |t is very important to clarify the benefits of conducting organization change and

development to all prospective participants for good coordination and cooperation.

12. Reflections of the study

This study has pointed me towards a new way of learning, and action learning in
particular, and a new OD perspective as a never ending process to keep exploring and
pursuing new experiences and practicing the principles as lifetime learning. Dealing with
change, as shown their relationship and learning development stage from individual to a group
and then to an organization in Figure 11, is much more complicated than | had expected and
takes time to improve especially in creating a successful and sustainable team work. It requires
a very careful planning, wise organizing and caring in every single process to ensure a proper
execution. Changes deal with both an organization and most importantly people living in that
organization. To change, they need to understand all aspects by heart. They change not just
only they want to change it but it is because it really needs change for the better.

Thus, from the study, the researcher found that “team development” or “team building”
plays a key role in driving team performance and team morale. In verbal and visual
representation, my realization of a chance process through the use of organization development
intervention can be conceptualized in the following Figure 11 where it begins with me, the
individual where | have to change my mind set in many of the things that need change. Then |
work it out in developing a team where communication is the key and then move on to the

organization where people working together as a team drive the organizational performance.
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Dealing with change, Mindsetisimportant.

o

Individual

“ Developing ateam, Communicationis a key.

Team Team
Adaptability Synergy

Learning & Understanding Admitting & Adapting

Forming Storming Norming performing  Teamwork

Group

‘ Achieving acommon goal, People is a key driver.

Employee Motivations Employee Job Satisfaction Employee Performance

Organization

Figure 8: Reflection of the Study
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ABSTRACT

The objectives of this research was to study factors affecting consumers buying
decision toward life insurance in Bangkok metropolitan and to study trend and to way
marketing Of insurance business since these consumers seemed to increase in numbers and
purchasing power. The sampling size was 400 samples and Questionnaires were used as
the tool of data collections. Questionnaires were 10 area in Bangkok. Then, the collected
data was analyzed by using description statistical techniques presented into frequency,
percentage, mean, standard deviation, ANOVA (Analysis of variance) and Multiple
Regression Analysis (MRA) were used to analyze correlation between personal factors and
purchasing. It was found that status, graduated, occupation, income, sample of insurance
policy, place of policy was related to purchasing decision of consumers with statistical
significant level at 0.05. Multiple Regression Analysis was used for data analysis to find out
and forecast factors affecting consumers buying decision toward life insurance in Bangkok. It
was found that all 7 variables, which are product, price, place, promotion, people, physical
evidence and process were the factors affecting consumers buying decision toward life

insurance in Bangkok with statistical significance for predicting at 63.70%

Keywords: Consumer in Bangkok, Purchasing Decision, Insurance
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The Impact of Organization Development Intervention on Productivity, Employee

Engagement and Organization Effectiveness within a Garment Company in Thailand
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Graduate School Of Business Administration, Assumption University
600/91-95 Sathupradit Road, Yannava, Bangkok 10120
Tel: 083-8835555 E-mail: pornpin76@hotmail.com

ABSTRACT

This research focuses on the Organization Development Intervention in a garment
manufacturer in Thailand. The causes of the various problems in F.A.Y Company Limited have
been investigated and solved, as well as accessing and analyzing the employee’s engagement
and productivity levels in order to develop, design and implement measures to determine the
impact of ODI and to improve the organization effectiveness. The instruments used in this
research were questionnaires, interviews, and performance reports for the data collection with
qualitative and quantitative research analysis using a total population of 126 out of 654 subjects.
Organization Development Intervention implementation has improved the Company’s profitability,
employee’s loyalty and has reduced staff turnover rate, training costs, and administration costs.
This research proved that employees have learned a great amount from tailoring assessments;

as a result, all of these factors help enhance the Company’s efficiency.

Keywords: Employee Engagement, Organization Development Intervention (ODI), Organization

Effectiveness, Productivity
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1. Introduction

This research aims to design, develop and implement ODI to access and analyze
employee engagement, productivity levels and organization effectiveness of the organization, to
determine and implement the impact of ODI on organization effectiveness in a company and to
determine the relationship among employee engagement, productivity and organization
effectiveness. The objectives of ODI aim to solve the company’s major problems on employee
engagement and productivity levels. The total sampling of 126 officers were used in the
organization development intervention process from the beginning stage until the end process
from October 2008 to September 2009; 112 of them came from production and 14 officers were
from front office which included 2 from management, 2 sales, 5 merchandisers and 5 purchasers

at Sathupradit factory.

2. SWOT Analysis

To focus on the internal factors, F.A.Y’s strengths are that it has qualified itself as a first-
tier or ‘A’ grade company, and it is the only manufacturer that can choose what it wants to
produce. Combined customers in the USA account for 90% of the company’s exports. The
weaknesses of the company consists of conflict within the organization, lack of communication
and teamwork, lack of coordination between different departments, low productivity, low
employee engagement, and high turnover in operational factory staff. With the external factors,

the opportunities are cheap labor rate in comparison to many other countries.

3. Review of Literature
3.10rganization Development based on Organization Effectiveness Concept

Organizations are complex social systems and OD’s principal idea is based mainly on
Organization Effectiveness, which creates “the ability of an organization to mobilize its centers of
power to produce, adapt to change and cope with emergencies” (Mott, 1972). While Sekaran
(1989) explained that Organization Effectiveness as a term which is more comprehensive than
reflective, organizational Effectiveness can be extended to which the organization reaches a
declared goal Daft, (2010: 7), or is successful in achieving what it attempts to do. Furthermore,

an effective organization is the one steadily reaches its objectives.
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3.2 Multi-factor Productivity Measurement Model (MFPMM)

Multi-factor Productivity Measurement Model (MFPMM) is developed by the American
Productivity and Quality Center in 1977 for measuring productivity/performance at the
organizational and functional level. The MFPMM can be utilized to measure productivity change
in labor, materials, energy and even capital. It is used to measure the effects of these changes

separately as well as in aggregation corresponding change in business profitability.

4. OD Intervention
4.1 Interventions

With the use of force field analysis, resistance to change and force for change is
outlined. The process of Organization development interventions (ODI) of this research was
carried out for sales, merchandisers, purchasers and the production part. Lastly, measurement
and evaluation of result is done by MFPMM. One of the interventions is at the individual level by
coaching and training. Coaching in this group is conducted by way of T-groups that consist of 10
volunteer per group. Members were given an opportunity to express their anxiety and
perceptions, and the group suggested improvements and changes. The meeting conducted
every week. End-results of the team were evaluated, and efficiency was achieved due to a
greater understanding and effort to improve by team members. Process consultation is another
interpersonal intervention used to resolve interpersonal dilemmas, which affected the company’s
performance. It is more task-oriented and involves greater input from change agents by way of
comments, so that the behavior of managers also altered. Another intervention was at group
level. Interventions are designed to help teams become more operational by aiming to facilitate
health and balance between personal needs and group needs. Intervention included comments,
questions or observations about relationships during the group diagnostic meeting. As a result,

many conflicts and group divergences are resolved.
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4.2 The Process of ODI Implementation

Table 1: The Process of ODI Implementation

Workflow Section

Pre-ODI

oDl

Post-ODI

Sales

- Sales look for any type
of order from customer.

- Sales estimate the price
and timeframe based on
his/her judgment

- Each sale performs as
an individual.

-Shortage of Sales.

- Assign sales to perform as a team
work training

-Recruit more experienced Sales.

- Monitoring progress on a weekly
basis and discussion and/or
brainstorm within team on problem
and policy

- Provide financial tool or any tool to

- Each sales able to
attract more clients
when performing as
a team.

- Able to close the
deal faster with more
accuracy due to his

connection and

-Sales will estimate the keep track of foreign currency experience.
time frame of production if
production is endorsed.

Merchandisers - Collaborate with sales in | - Interfacing Merchandisers and - Less

price estimation, labor
cost, design pattern and

timeframe estimation.

Purchasers together to cut down the
workflow to better understand the
overall production process within the

factory.

-Oversee the timeframe of production.

-In charge of purchasing of factory’s

inventory.

communication
problems on ordering
duplicates or
shortage of
inventory.

-Less inventory on

hand.

Purchasers -Each purchaser is in - Interfacing Merchandisers and -Merchandisers and
charge of ordering only Purchasers to cut down Purchasers gain
one inventory (raw communication problems in the more responsibility
material) production process and negotiation skills
-Assign Purchasers to take charge of from working
following up on the inventory order. together
Production - Low Productivity - Strategic plan - Higher Productivity

- Low employee
engagement
- High defectiveness for

output product.

- Process improvement

- Training and coaching about sewing
and increasing production

- Motivation by applying reward

system

- Higher employee
engagement
- Less defectiveness

for output product
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4.3 The Measurement of Variables
There are two variables investigated in this research: (1) Independent Variables:

Employee Engagement and Productivity (2) Dependent Variable: Organization Effectiveness.

Independent Variable Dependent Variables

Employee Engagement
Productivity

Figure 1: The Measurement of Variables

Organization Effectiveness

Y

Independent Variables were Employee Engagement, and Productivity. Dependent

variables were based on Organization effectiveness.

5. Analysis of the Findings
5.1 Data Analysis

The researcher analyzed the data based on the implementation of action research
process which was presented both before and after ODI by the analysis of the questionnaires
survey, interviews, department reports, company reports, and performance reports.
5.2 Summary of the Findings

The summary of the research findings is presented by answering four research questions
as follows: (1) Does the productivity improvement process increase in Organization Effectiveness
before and after ODI? (2) Does Employee Engagement process increase Organization
Effectiveness before and after ODI? (3) Is there an impact on Organization Effectiveness? (4) Is
there a relationship among Employee Engagement, Productivity and Organization Effectiveness?
5.2.1 Does the Productivity improvement process increase in Organization Effectiveness before

and after ODI?

The findings from the questionnaires led to an understanding about the problem of low
productivity and underperformance output per hour. The investigation on the cause of the
problem in Pre-ODI concerned underperformance output based on one of the production line

7112. The sewing standard output of old-style underwear of each worker is at 20 pieces per
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hours. The dynamic sewing worker could deliver the output of more than 25-27 pieces in an
hour while the incompetent worker can only produce around 15 pieces per hour. This includes
the productivity output of group one before ODI of 23,715 pieces, and group four with the
highest output of 39,180 pieces in the month of October 2008. During ODI, the researcher
gained more tracking by collecting and monitoring data on the production process. Focusing on
the analyzed data, the researcher used it to be benchmark and improve the overall process.
Furthermore, new policies were launched to increase the level of productivity. Due to the
implementation of new incentive policies, the staff has a higher learning curve; it is obviously
seen in the significant productivity level as this implementation combined motivation and quality
control in one policy. As a result, the staff put more effort and concentration on work, which
reduced the defective products and kept the turnover rates low. From December 2008, trainers
were introduced and workers were trained on the job. The actual efficiency increased to 67.23%
alone on the first day of training (December 6, 2008). From the results, before the training was
conducted on 7112, the efficiency rate per worker ranged from 40-60 percent compared with the
daily target. After training was instituted, the efficiency rate per person went above the target
efficiency set at the beginning of the period. Therefore, the production improvement process
increased in Organization Effectiveness after the implementation of ODI.

5.2.2 Does Employee Engagement process increase Organization Effectiveness before and after

OoDI?

Based on the statistical data of employee turnover rate at F.A.Y from October 2008 to
September 2009, it experienced a much higher employee turnover rate before the Pre-ODI,
which in turn affected the productivity level of the company. In contrast, after launching the
employee engagement program, the employee turnover rate dropped in the third quarter.
Furthermore, the company also used a group process consultation and activities organized to
increase group awareness. Through team building and group meetings, rapport between each
worker was increased, particularly the application of the employee engagement program, which
helped the company achieve higher productivity and profits. Therefore, the employee
engagement process is the significant component, which increased Organization Effectiveness
after ODI.

5.2.3 Is there an impact on Organization Effectiveness?

F.AYY is able to retain employees in the company, which assists the company in

achieving higher productivity and profits, which can be proven by the MFPMM. In fact, the
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results from the analysis using the MFPMM found that after the intervention, cost and revenue
ratio, total labor cost, material, total energy and overhead decreased compared to period 1 (pre-
ODI). Whereas productivity ratio increased in period 2 (post ODI), especially the total productivity
in labor cost doubled. An impact of ODI on Organization Effectiveness occurs when comparing
between pre-ODI and post-ODI of Organization effectiveness improvement process. The
researcher also found that the impact of the ODI activities on organization effectiveness
improvement process could help both respondents and the company itself in order to achieve
the effectiveness of the whole organization. The improvement of these independent variables
directly influenced and affected overall Organization Effectiveness as the over all. As a result, it
directly impacts the organization effectiveness with the improvement of employee engagement
and productivity.

5.2.4 |Is there a relationship among Employee Engagement, Productivity and Organization

Effectiveness?

Before implementing ODI, the problems of high turnover rate, lack of communication
between departments and low employee engagement were found for Employee Engagement.
For Productivity, the problems on high defective products, and low productivity were found, all of
which directly influenced low organization effectiveness. Nevertheless, the results of the ANOVA
test show that there is a positive relationship among productivity, employee engagement and
organization effectiveness after implementing ODI. Furthermore, the problems from Employee
Engagement were solved, including low turnover rate, and frequency of communication between
departments. This improvement also influenced Productivity on having lower defect numbers of
products, and higher productivity, all of which directly influenced and promoted high organization

effectiveness.

6. Conclusion and Recommendations

From the results of the research both quantitative and qualitative, this research
reaffirmed that there is a significant impact of ODI on Employee Engagement, Productivity and
Organization Effectiveness.

The researcher can reject the null hypothesis Ho1 and evidence that the productivity is
significantly different on organization effectiveness before and after OD intervention. The findings
after the ODI implementation showed those ODI activities of productivity intervention process on

Organization Effectiveness could help both respondents and the company to achieve the
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effectiveness of the whole organization. Furthermore, a smoother flow of front officers in the
area of sales, merchandisers, and purchasers has been achieved. It has also been a greater
help to support production part in on time delivery of fabric. Therefore, productivity for production
has increased significantly with less numbers of defective products. The researcher can reject
the null hypothesis (Ho2) and evidence (Ha2) that the employee engagement is significantly
different on organization effectiveness before and after OD intervention. Employee Engagement
increased after F.A.Y applied ODI to monitor the turnover rate and using a group process
consultation by implemented new policies, special training and organized activities to increased
group awareness and build rapport among team members to create awareness and
understanding of each member. With the implemented of ODI, the company has successfully
improved employee engagement with great effectiveness. The researcher rejected the null
hypothesis Ho3 and evidence (Ha3) that the Impact of ODI is significantly different on
organization effectiveness before and after OD intervention. Once the researcher discovered that
there was a productivity problem and employee engagement affected the overall company
performance, precisely the productivity problem was then measured in terms of product defects
and efficiency. After the intervention, was applied, there was a decline in defective products in
percentage per job basis (In October 2008, percent defect was at 2.5, while in September 2009,
percent defect was at 1.84). Another productivity experiment was training. When training was
instituted in December 2008, employee productivity increased in terms of the actual efficiency
per person on a daily basis. Moreover, efficiency in the sewing department increased after
training and new policies had been introduced, daily performance drastically advanced.
Furthermore, the front officers increased their efficiency after a reorganization of the workflow
process in the area of sales, merchandiser and purchaser, the job scope of each personnel was
extended and less duplication of work created a smoother workflow. Meanwhile, employee
engagement and productivity increased after ODI to monitor employee turnover rate and use a
group process consultation and activities organized to increase group awareness; additionally,
the implementation of ODI helped build strong rapport among team members to create
awareness and understanding. The researcher can reject the null hypothesis and evidence
(Ha4) that there is relationship among employee engagement, productivity and organization
effectiveness before and after OD intervention. Therefore, the motivation theory applied helped

reduce the turnover rate for the overall company. The employee turnover decreased to 5.3%
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(February, 2009 — May, 2009) from 6% (October 2008 — February 2009) as the first semiannual

turnover rate of the whole company decreased.

i) Recommendations based on Conclusion in the Action Research

The researcher was satisfied with the results of the qualitative and quantitative data
obtained from the research carried out at F.AY. The researcher believes that an organization
must progressively test and measure each section, such as QC-in line and sewing to see any
monthly or quarterly improvement. After pinpointing a problem, organization development
intervention should be applied. The company should also keep performance reports of each
section to be monitored daily, monthly and quarterly. Furthermore, employee involvement or
engagement should be encouraged because it helps improve communication and coordination
between departments. As a result, the researcher has professionally implemented the solution
found from the research by solving the problem of employee engagement as well as productivity
experienced at F.A.Y Company Limited in order to obtain high organization effectiveness.
ii) Recommendation for Further Studies

With a role as a change agent at F.A.Y Company, this research has led the researcher
through the whole process of operating the action research. Hence, the researcher would
suggest that the process of this action research can be applicable to any kind of organization.
Moreover, since the researcher learned to solve organizational problems derived from this action
research procedure, which resulted in effectiveness at F.A.Y Company Limited. It is indicated
that action research can create both a continuous learning deeper in the organization. After
having completed this research, the researcher also recommends further studies to explore the
impact of the ODI on Employee Engagement, Productivity and Organization Effectiveness in
conjunction with this research. Therefore, further studies can give evidence to how the purpose
of influence is similar or different for each target sampling in different sections, departments

and/or organization.
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ABSTRACT

This study had four main objectives. The first was to study the elements of quality
management which was stipulated in the missions of the Royal Dhamma Studies Office. The
second was to study the Thailand Quality Award (TQA) criteria for good practices. The third
was to propose a quality management model for the Office. Finally, the fourth was to study
the current state of management of the Office. The research results were as follows: Factors
that affected the success of organizational quality management were leadership and
workforce focus. The contents included 1) the model background, 2) the model objectives, 3)
the scope of operations 4) the operational guidelines 5) the evaluation of the operation 6)
conditions for implementation, and 7) links of elements showed in the diagram. Regarding
the current state of management of the Office, leadership was practiced at a high level,

followed by results and strategic planning. Workforce focus was practiced at the lowest level.

Keywords: Quality management, Royal Dhamma Studies Office, Thailand Quality Award

(TQA)
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ABSTRACT

This research aimed to study the level of the training need and self-development of
staffs, the correlation between personal factors, the training’s benefit and self-development with
the training need and self-development of staffs. The sampling size was 40 respondents who
were the staffs of Air Transport Service Ltd. and questionnaires were used for data collection.
The statistics used in this research were percentage, mean, standard deviation and Multiple
Regression Analysis (MRA). The study also found that work experienced was the most related to
personal factors and the department was the least. About the training’s benefit and self-
development, the executives or supervisors were the most related and the organization was the

least.

Keywords: Training, Self-Development, Requirement
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RONBAIWENTR 32AUNITANE Useaun1ankininu wasununnUjuaau Janwmeidu
wuusaumuUanela (Close-Ended Question) &1 2 ANNFBINTIHANTHNBUITNLATANTAAIW
AULDIVBINKNIG F1UIW 3 6% A8 NTANBNANNLGN MTHNAUTULAZNIINMN WAL bTl]
ci v a 3 % ' d' a & dl > 6
LUURAUDINATALRAIANNAALAK 10 350U WAZEIWA 3 anuAarw ANl lamivasniy
ANOUTULAZ NI TNAIWIAKLAITAINGNING UL UDNN LALRAIAINNAALRY 10 720U §IWTU

ILANUAIAMND (Frequency Distribution) ;ﬁ%’ﬂﬁlﬁ@iﬁaﬂa: (Percentage) §1#Iuatu1ailads
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‘Vmﬁmﬂiw’msmam%ﬁmamumwamaua:Lquﬂﬁﬂg’jﬁ‘amu %atﬂumjwﬁaﬁﬁmwﬂimw
Close-Ended Question uazlddiase (Mean) LLazmuLﬁmmummgm (Standard Deviation)
fwsuatusanuAainisnul s lomiaasnslnousunas M ING U AL ITOINTENIN B9
Lﬂuﬂéj&l"ffaﬁ’m’]&lﬂizmﬂ Ratio Scale sl“ﬁmﬁLm’wﬁmmnmam%awn (Multiple Regression
Analysis: MRA) tianagauainusunussznindsslamivosmsiinausuuazmanamaniasiu
audasnslumsEnausuLas MINAILIALLEIVBINGNIL 19 3 e lastdonanduszd 98
msfnsfady (ndnmdamoludsznalaslfinnyfiem, fnsdanmoludsamenaniom
Yuaenu, sdEnmdadedsaing)  nsinausumisinausunsaunimeisdseine, s
Anausulisuniuneniagad,  nHnausndwnsliuIngndl) uazmInawawied (N3
WawauiadlagnsAnsduain, ﬂﬂiﬁ%u’]@mmﬂ@ﬂﬂ’]i%&iuﬁﬂudﬂulu%ﬁﬂﬁ, MINAWIAWLE

laamsfinsgam)
3. HAN19I9Y
HANTILATIERANNAALAWALIALANNABIN TN TN U TULAS M WA W ALE IV

NHNNBUTEN was nualasa wwasis 31na

@139 1 AnadouazdwdeiuuaasguanadanslunilnauInuss M INaWIAuLe

o =i
FUUBNENNITHNOUITY
“ fin . .4 LA
MIHNaUIY : AgIRa | Aade | EamdoiuninaIzn
Gga yo
AN BAI Tz 2 10 8.5500 1.6480
auldsunIunisaane 0 10 7.4250 2.4480
Mulsunsuaauiiaas 6 10 8.6250 1.3140
ﬁmmﬂﬁu’%mig}nﬁﬁ 2 10 8.5250 1.5520
HUATNAN 2 10 | 8.2500 1.4460
AW TULEWINFIN 1 10 8.2250 1.6720
ANUUIAITANNUALLES 3 10 7.8250 1.4300
AW TNAWIANNAAIANTI
. 4 10 8.0500 1.3950
23N
HNIZEIN 1 10 | 8.1000 1.6140
AWNARANI IR T UN Y 5 10 8.4750 1.3580

umdnandagromsming umdnendasvaa amuudsimsdovnuds:ind naromsming



FAUNITAVIUHUL TR
o 3 10 7.9500 1.5180
132311
AUNIIRIHANNEIRNILRL
o o 0 10 | 7.8500 1.7180
anouluasdnig
@Tmmsgmuluﬂi:mﬂ 0 10 7.3250 2.4740
@Tmmsglmmmﬂszmﬂ 0 10 7.6500 2.3810
AwNNIAaasNuIzuy 5 10 8.0750 1.2070
AWFITNZNUNTYINULAZAT
L _ 7 10 | 8.0500 0.9320
mmummluﬁaﬁ;uu

A15199 2 Naﬂ’]?ﬂ(ﬂﬁa‘]Jﬂ’J']Mé‘uﬁ‘%ﬁfizﬁ’jﬁdﬂ'ﬂ{]’ﬂﬁﬁuiﬁlﬂﬂaLLGZE‘L]LL‘].I‘]Jﬂ’]’]&J(;faGﬂ’]isL%ﬂ’]i

ﬂﬂﬂlﬁ&lLLﬂzﬁ’W%’]@]%Lﬂdﬁ’]uﬂ’]iﬁﬂH’]Lﬁ&llﬁ&l: a’]ﬁﬂﬂsﬂ(v’iﬂ@h\‘]ﬂimﬂﬂ

Unstandardized | Standardized
Collinearity Statistics
E‘ULL‘LJ‘LI Coefficients Coefficients t Sig.*
LN Luen Tolerance VIF

il -2.1097 -0.4202 | 0.6770
LINE 1.5201 0.2096 1.1878 | 0.2434 0.7864 1.2720
ag 0.5907 0.1613 0.7060 | 0.4851 0.4688 2.1330
ROTWNINRUIR -0.6039 -0.0977 -0.5780 | 0.5672 0.8573 1.1660
FLAUMTANTA 2.6200 0.3746 1.7898 | 0.0827 0.5590 1.7890
dszaumsainmsrinnu 0.0195 0.039%4 0.1525 | 0.8797 0.3661 2.7320
LLNuﬂﬁﬂﬁﬁ“ﬁuagj -0.3366 -0.2070 -1.2991 | 0.2029 0.9642 1.0370
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ANNIIANNDANDLLBINY
Y=C+ b1X1 + b2X2 + b3X3 + b4X4 + b5X5 + b5X6
Tassnnuals
Y BUN809 AN 973N 1TE NaUTULAT N WA LGN BN TANBILNNLAW:
MANdaaNIlTEINe
C naneild d1agh (Constant)
""" =3 a 1
125456 W8T Tadsrnyana
‘ﬂ‘ 1 v L= dq’
L aLNWA IURNAT L a9t
= -2.1007 + 15201 (\Wdl) + 0.5907 (818)) - 0.6039 (FANUNTWFATH) + 2.6200 (3L
M3AnE) + 0.0195 (Uszaunsain1svinew) - 0.3366 (wnunfiulfjifauat)

WA 1 AUMNIANUDANALTINYUBIHAMINAREUFNNAFIWA 1.3
1NANT197 2 wamInaFauaNNAz A 1.3 TadusuyaaatianusuRusiuluuuaw
daamslunsfinausuuasRamausdumsinuuindy: smdnsdadlszmalasls MRA
WU LWe, 818, AINUNNWENTR, SzAUMIAN®, Uszaumaninisrinng LLa:Lquﬂﬁﬂgjﬁaamag
laifanuduius dugduuuanudainislunmsiineusa uazWALN AT U AN LAALGY: 81

o o a

= " L oA ad = a a ALy
ﬂﬂ‘]i‘n@]a@ndlhztﬂﬂaﬂqdwuﬂa']ﬂtyﬂqﬂaﬂ@ﬂ 0.05 ﬁ]\‘l‘i_lg]l,aﬁauu@ljﬂuﬂmvb

M13197 3 Nﬂﬁ?ﬂgﬂLL‘UTLIﬂ’J"I&Jguﬁ%fﬁz%’i’]dﬂ%%&lﬁ"l%qﬂﬂﬂLLﬂzE‘L]LL‘iJfIJﬂ'J']&I@TﬂGﬂ'ﬁEL%ﬂ'ﬁ

NNAUTUUAZNAIMIAWLBITUNNTANELANLEN: AAnENdad1IdTemne

R R Square F Durbin-

R
Square Change Change Watson
0.4383 0.1921 0.1921 1.3079 2.1056

INAITNN 3 WU NMIIANBIAINLIATEE VNN Tasa: 19.21 wazianutdudrszuasen
ARNALARAY LYINNU 2.1056
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M13197 4 HANINAFALANUFUNWTTznIIU e TamiuasnTE nausuuaznINa I awLalwszau

wﬁfmmuazgﬂ LL]J‘]Jﬂ'J']ZJ(?’TE]Gﬂ’]‘ﬂ%ﬂ’]iﬂﬂEl‘]JiEJ LRSWAWMIAIBNNTANAWIAKLES:  AIWNNTANEN

AUAIN
Unstandardized | Standardized
Collinearity Statistics
sty Coefficients Coefficients t Sig.*
WA WA Tolerance VIF
et 2.9786 21917 | 0.0350
Uszlomiluszauwinau 0.2729 0.2369 0.8580 | 0.3966 | 0.2431 | 4.1140
UselomiluseausuInimie
v o q,‘u 0.3081 0.2863 0.9323 0.3574 0.1965 5.0880
IR
Uszlomilussaunsingann
0.0644 0.0845 0.3417 0.7346 0.3032 3.2980

(3
LRCBIANT

* adalnpEIANIIENaN 0.05

ANNITAMNOANDELTINY
Y =C+bX, +DbX, +bX,
TREINUA LA
Y U189 ANEa9N17 TN T NALTH LA S WAL AR WA TN A LB
b = b2 v
ANUNNTANHIALAS
C muneD ANAST (Constant)

X, 5, ¥NED tadedouyang
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dl ! Y o dal
LN@LLV]uﬁqélu@Nﬂ’]ﬁ‘llﬁ ANU

= 2.9786 + 0.2729 (Uszlemiluszauniinen) + 0.3081 (UselamiluszAugiznsiise

v o o

179AUTTEUEN) - 0.0644 (U9ele a1l luissAUNUIEN1LBATaIANT)

o

EA

WABATNDN 2 ’ﬂ&Jﬂ’]iﬂ'ﬂ&Jﬂ@ﬂE’]UL%G‘WV)“