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ABSTRACT

This research objective was to study the readiness of the bank’s service channel
transformation to be Omni-channel by using qualitative research. The in-depth interview was
applied as a data collection method from 10 key informants who had the working scope
regarding the lending department‘s organization strategy. They were selected using purposive
selection method as representatives from 5 commercial banks comprised of Bangkok Bank,
Krung Thai Bank, Kasikorn Bank, and Siamn Commercial Bank. The structured interview guide was
the research tool and the data were analyzed using the conventional content analysis
method.

The findings revealed that the majority of the commercial banks were ready to
adjust the distribution channel to be Omni-channel. The readiness was in various aspects
which were the change message readiness, be it, awareness, suitability, fitness of change,
success, supporter, and positive attitude towards change. Also, there was the organization
readiness which was contributed by the resource and fund readiness, policy, internal and
external supporting factors including confidence towards the management and other
supporting functions. Regarding personnel readiness, it was found that most of the banks
were ready to some extent. Nevertheless, the adjustment of the distribution channel to
Omni-channel required having the staff as a crucial contacting channel. As well as, risk
management of transition by arranging a step-by-step implementation plan, commencing
with a small product and scope to a bigger one, in parallel with, outcome assessment in

each step under scrutiny to prevent problems and obstacles.
Keywords: Readiness, Service channel, Omni-Channel, Bank
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ABSTRACT

The objectives of this research were: 1) to study the demographic characteristics of
Thai tourists in Bangkok after the epidemic of COVID-19; and 2) to study the level of
decision-making of Thai tourists towards tourism after the epidemic of COVID-19, and 3) to
study the level of importance of the marketing mix of travel influencers influencing the
travel decisions of Thai tourists. This study uses quantitative methods. Only 400 Thai visitors
who followed travel influencer from a basic random sampling technique. The statistics used
for data analysis include percentage, mean, standard deviation.

The results of this research found that 1) Most of the samples were male with the
age range between 31 - 40 years old, single status, studying at a bachelor’s degree, have a
career as an employee of a private company and have an average income of 15,001 -
35,000 baht 2) The level of decision-making of Thai tourists was at its best all around. When
taken into account separately. It was shown that aspects such as the reputation of travel
influencers, easy-to-understand language, and information offered through several platforms
influenced travel decision of Thai tourist the most. And 3) The highest significance level was
found to be the level of importance of the marketing mix in its entirely. When each side was
considered, it was discovered that the product side was the most important, followed by

the personal component.
Keywords: Travel Influencer, Decision, Marketing mix, Covid 19
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