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Abstract

Retail business serves as a crucial mechanism linking manufacturers and consumers.
The YRU-Biz retail store at Yala Rajabhat University functions as a professional experience training
site for students. Currently, the service provision has limitations in responding to users' needs.
This research aimed to study the experience and satisfaction of YRU-Biz store service users, design
approaches to enhance customer service and experience, and evaluate user satisfaction regarding
service improvements. This qualitative action research employed a 5-step design thinking process:
empathizing, defining problems, ideating, prototyping, and testing. Key informants comprised 30
personnel and students, and 2 store managers. Research instruments included semi-structured
interviews, observation forms, and satisfaction assessment forms. Data were analyzed using content
analysis. The study found that most users were students aged 19-23 years who used the service
2-3 times per week and rated their experience 7-9 out of 10 points on average. Main problems
identified included rapid stock depletion, slow payment systems, and limited space. Development
approaches were designed by reorganizing product shelves, installing clear category and price
labels, and creating express product zones. Post-improvement evaluation revealed high user
satisfaction, particularly regarding convenience in product searching and clarity of price labels. The
application of design thinking processes in developing university retail stores effectively enhanced
customer experience and satisfaction. The systematic reorganization of product displays and

creation of express zones improved convenience and reduced service time.
Keywords: Design Thinking, Retail Store, Customer Experience
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WU NIFIARAAIFUAT N1FINEIIIU NTIUAAITUAT N15IAUANS 2 ﬁ;ﬂ%ﬁ] wazUssENAlusLinasie
ns§uiusslovivesiiudn deludumsldou orsual uasdydnuel Gedemaronusidladevesiuslan
WULAIAUNISAN®1904 Issara and Daengbuppa (2018 : 215) Anwidun1an1suslnauazesAlsznay
vosUszaunmaaigniduuluuduinadiolmiuasudwanduiu wuisraunisaivesgnéiinein
nsufduiusiutunounsfiadediud vamsfndeduntinau n1suims wasgivimivins Sedeuasie
nsfuinaALarUszaun1salvegnAlagns

2. msUszgndldnszurumsAnidseenuuuiiesnsfunisuimsuazUszaunsaigndnluirun
U8n YRU-Biz n1seanuuuuwmaiamndulagldnssuaunis desien thinking ag1ansudau 5 Junay
(Empathize, Define, Ideate, Prototype uag Test) wagn1sugldusnisidhuniidiusiuasslumsssy Pain
point Manageuiuuuulngnsdatunsdudll fuanudauesthemnamjuariienai uazdn
Tgududidedan dewalinisiuimatiamudussuuinniu angrazgalunisléuinig wagilhdunns
nstevosgnéndarusaidlesuararmntulufuresuduan msusuugndaitieifinusednsninng
fansitudl anniszmsneumauTTesmiingy uasaiunmdnuaiiulklanuuatouas udeandn
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1ty wamsiauiidenlesiunues Pinichchan et al. (2022 : 351) Aifnwmastani ANy
Tudawiaozan nuhmsuupszuunsianisfuduagmstiauedud awnsadiudaauaiunsely
nswdatunarasisnuianelaliiugnanla luviusudeaiy Boonyanantakul (2017 : 18) fidnw
ngAnssufuilnasuduanduiu wuigndliauentumadnddudldhouasifuiuandudansian
gedliuiiniseenuuuuinsiicisdmgAnssugnénlnenssagtisaiiassaunisalieuan uenanil
Pradhan (2012 : 53-54) tauadiluusungsnad1uan nmsuseens Design thinking Freadaulaiusay
NINITRUIITUHIUAITDDALUY Product, Process, Service Wa¢ Experience a&iﬁﬂyjimﬁmﬁ Iﬂaﬁlmﬁﬂ
anuidladedndenginssufuilng Gaasioudeluduney Empathize way Define vosnsfnwnil ey
Ka1Tv0In13ANY$IURUEN YRU-BIz Samengritnsigliuinisidanddausanlunsiaun aiuse
hluguuamsmsiamsiuiiaenndesiunnudesnisasavesgnin
3. namsuszdivanuiiswslavesfldusnsiisidenisusuugansiiuinmsiuduan YRU-Biz

wud fldvsnstierufanelaisludunisdaneduiuas madaleududusiiu laedeiads 4.8 oy
4.38 9INALLULAN 5 muddu madsnamagyieuliiiiuin nmsUuussshumsiaeduiuagnisieans
meluduruthevenmnany dnalaenssianisenseiulssaunsaluazanuiianelavedgndl donndes
FUsU8a Apsom et. al. (2020 : 37-38) A nwTgmnazaNuFenITesUsenaunsdUanseih
Usv13g Jminezan wuhdmdAnAani1sdnnisnuniIsnaIntagn1sInaua %ﬂﬁﬂisﬂaumié’mms
mswaurlugiunsianmsiuduesindesdlofivaofiuussansamnislduing Snite Rodriguez et. al
(2016 : 19-20) %’j’l miaammuﬂizaumﬁzﬁsﬁaﬁqqLﬁu customer experience LagyIUINITATEUIUNT
poNUUULBINAgNS Teteiaiuainanuinfuazanuduiusssezeniugndn ulfarlildinaluladdugsd
pu mindseguuguaudnlanginssuduilaregiedinds mnuesluiivestudlae sAdelddudui
msdnnsiadudedndusonisainsenuiianslavesgni aenadesiunisdnuiiilednmsusuugenis
fnFosduduasthevenuany gninusiemuasmnnniusasssdiuaufianelalnesailusedugs

Jarauauug

Paauauuzlumsinansidgluldusleviniadvims

1. namsWpasaldidunsdnwilunisisaunisaausnunisdnnisgsiaduan Taaaniznis
UszgnAldnszuiun1sAnideoenuuu (design thinking) Tun1sunlaymassluanudsenauns

2. wansdnwndunuimidlunisysainisnisseuii@aUjuR (experiential leaming) fun1s
WAIUENUUTENBUNITIIS IfﬂiJLLﬁmiﬁLﬁujﬂﬂixU’mﬂ’liﬁ(ﬂﬁ]ﬂ@@ﬂLLUUﬁWN’]ﬁaﬁwu’lﬂzﬁﬂmw}Wﬂ’]ﬁ‘U%ﬂﬁ
wagrinwensAndeuinnssuvestindnuilansouriu

Foruanurluniduaialy

smATelusuanasvesveuslugnsinuiludeimaifiofananuianelalusn i

suiaRTFLUTBY 9 Wy nansenuiusenevionminAdesudn ioaisesdaruifianns
Uszendldldluseduiinatu
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