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In this dissertation, the researcher investigates (1) the elements of good
service qualities evinced by human resources employees in the private
business sector that can be inculcated through the use of electronic media.
Furthermore, the researcher describes (2) the development of electronic
training media fostering good service qualities in these employees. Finally,
the researcher evaluates (3) the electronic training media that was developed

for the aforementioned training purposes.
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On the basis of an extrapolation of the Taro Yamané formula at the
reliability level of 95 percent, the researcher selected a sample population
consisting of 400 employees who were employed by private companies
engaged in the fast food restaurant business in Thailand from a research
population totaling 35,192 employees. The instrument of research was a tool
used to measure the development of good service qualities in human resources
employees working in the private business sector. In order to group the
elements of these good service qualities, the researcher conducted factor
analysis of the pertinent data collected. The results obtained were thereupon
used in the construction of pedagogical electronic media in the form of a
compact disc (CD).

Findings are as follows:

1. The results of the study of elements of the qualities of good service
provided by human resources employees in the private business sector found
that factor analysis isolating eleven elements of good service qualities were as
follows: In descending order of factor loading, these qualities were perseverance;
leadership; customer orientation indicative of high quality service; knowledge
and understanding of the organization allowing operational efficiency;
teamwork; management maturity; systematic analysis of problems; the use of
information technology; assisting others; tolerance and responsible adherence
to duty; and accuracy in job performance.

2. The electronic media involving the development of good service

qualities for these employees took the form of a CD. Such media are a type of

(M
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electronic media that allows for self-learning without formal tutelage. In this
case, the electronic media covers eleven elements of the qualities of good
service provision. The CD presents contents in the form of texts, graphics, still
pictures, moving pictures, and sound, all of which are designed to be displayed
on a computer screen. Contents are identified along with subtitles and
narrators.

3. The results of the post-trial evaluation of the electronic media showed
that the employees under study developed the qualities of providing good
service at a higher level after the trial use of the CD than before the trial use at
the statistically significant level of .05 in an overall picture and in each aspect.
The study of the lasting effects of the use of the CD showed that the employees
under study displayed lasting effects by virtue of evincing the qualities of

good service provision twelve weeks after having completed training.

(8)
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