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ABSTRACT

Abstract of the special pro~lem submitted to the Graduate Sc~ool Projec:t of Maejo University in

partial fulfillmel1lt of the re~uirements for the degree of Mast~r of Businc~ss Administration in

Business Administration

MEASURES TO INCRE"'SE SERVICE EFFICIENCY O~ BANK OF A YUDHY A CO., L TD.

IN SQB-BRANCHES IN CHIANG M..tJ PROVU~CE

By

NARONG CHIAMKLni

NOVEMBER 2002

Chainnan ~ssoc. Prof. Dr. Anurak Panyanuwa~

qepartment of Agricultural Busines~ Administration and Marketing,Department/Faculty

~culty of Agricultural Business

The purpos~s of this research were 1) to eva1uate the present setice of ~e bank,

2) to study staff and custo~er expectation of the service, 3) tp study staff and customer to ~crease

efficiency, and 4) to study ~easures to increase service effici~cy in the bank. The ~tudy interviewed

bank staff and customers o~ Hang Dong, Charoen Prathet and ~uay kaew' sub-bra~ches of the Bank

of Ayudhya Company Li~ited. A total of415 questionnairef were completed b~ 30 staff and 385

customers. The data collect~d was analyzed using Percentagesj Mean, Standard De~ation andl T-test

The results ~fthe studies are as follows'

~;tafT rated ~ustomer service and working envitonment as good, anQ bank facilities as

fair. Customers rated all of~ese factors as good.

Staff quest~oned expect customer service, w~rking environment and bank facilities

to be improved. Custom~rs questioned expressed that their expectations were I already met with

regards to all these factor~ and that staff should cooperate ntore efficiently with their co11e~gues in

order to solve any proble~s that they encounter. Liaison w~th custom~:rs in ord~r to impr~ve staff

customer relations was al~o suggested as an important factor for improving customer serv~ce.
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The suggestion td the tendency in increasing efficiency of services hav~ been found

that the organization :)hould be toderately tight and reduction the overlapping of dep~ent. This

will make the management of gopd perfonnance.

To be increased e efficiency of working we emphasize to use the new technology

successively and covc~rage all d partments. In the mean time, we alsc develop the potential of our

stuff by supporting them for ed tional supervisor in various brunches of both inner and outside of

the bank.

knowledge they received to the gpod efficiency for their working.


