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ABSTRACT

The purposes of this research were 1) to investigate the present state,
problem and a guideline to develop knowledge and skill'necessary concerning
the service of salespersons and shop managers of Mister Donut Shop, zone 14,
2) to create a strategy to develop necessary knowledge and skill concerning the service,
and 3) to examine learning achievement of necessary knowledge and skill concerning
the service after implementation of the development strategy. The samples were 13
shop managers and 26 salespersons totaling 39 people being selected by purposive
sampling from a totalof 120 people in 13 branches of zone 14. The instrument for
collecting data were: 1) a questionnaire asking the present state, problem and a
quideline to develop knowledge and skill necessary concerning the service of
salespersons and shop managers, 2) a test of knowledge and skill necessary concerning
the service, 3) a form for assessing the shop (MC: Mystery Shopper Checklist).

The results of this research revealed that:

1. From the investigation of the present state, problem and knowledge

including skill necessary concerning the service of salespersons and shop managers,
it was found that 61% of them had no work experience. New salespersons were not
well-trained in customer service and speaking skill to convince prospective customers.

The problem involved a customer service knowledge which was at a high level.



They lacked knowledge and understanding about assessing the service using the MC
form. The other problem was of lacking skill in introducing products to increase sales,
which was the issue that needed for development, at the highest level. It is visible
that the problem of lacking knowledge and skill necessary concerning the service of
salespersons and shop managers affected the whole image of all branches in both
creation of customers’ satisfaction and sales promotion and affected the assessment
of Mister Donut Shop as a whole through the use of the MC form, by which a shop
randomly selected to assess was not notified in advance. The mean score concerning
the service of Mister Donut Shops, zone 14 was 89.60, which was the lowest one,
and did not pass the criterion set in a range from 96.5 to 97.4 at least. Most of
salespersons and shop managers needed to be trained in knowledge and skill necessary
concerning the service. Everyone recognized the importance of training and would like
to be trained by workshop at the highest level.

2. The strategy created was oneto develop knowledge and skill
necessary concerning the service of salespersons and shop managers through a
workshop using a curriculum of MD_Sale Excellence, zone 14.

3. After implementation of the strategy, salespersons and shop managers
of Mister Donut Shop, zone 14 reported an average score of 85.98 in knowledge
and skill necessary concerning the service which was at the highest level. As for the
assessment using the MC form, the mean score of the service after the implementation
of the strategy. was higher than that before the treatment from 89.60 to be 98.96,
which passed the standard criterion set by Mister Donut Shop.

Keywords: Knowledge and Skill, Service, Mister Donut Shop





