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ABSTRACT

Abstract of special problem submitted to the Graduate School Project of Maejo
University in partial fulfillment of the requirements for degree of Master of Business

Administration in Business Administration

THE EFFICIENCY AFTER THE REENGINEERING OF THE KRUNG THAI
BANK PUBLIC COMPANY LIMITED IN MUANG DISTRICT, CHIANGMAI
BY

SIRIPORN TREERASANG
MAY 2002

Chairman: Associate Professor Dr. Anurak Panyanuwat
Department/Faculty: Department of Agricultural Business Administration and Marketing,

Faculty of Agriculture Business

The objectives of this study are as follows: 1) To study the effectiveness
after the reorganization of Krung Thai Bank Public Company Limited (KTB) within Muang
District, Chiangmai, 2) To analyze the factors which are related to the efficiency of the
KTB's reorganization, and 3) To examine the methods to improve the organization's
structure.

The study was conducted using questionnaires surveying a sample of
341 KTB customers from 12 branches within Muang District, Chiangmai. The results of
this study were summarized as follows. Most of KTB customers were female; aged
between 31-40 years; and held Bachelor degrees. Most of them are employed by the
government, or state enterprises; and most have been customers of the bank for more
than 10 years.

This research focused on four issues; customer services; quality of bank



services; convenience and speed of service; and the level of client satisfaction with the
services. Customers agreed that the efficiency of those concerning services has been
improved after the reorganization.

According to the customers' opinions, both internal and external factors
have influenced the reengineering of KTB. The internal factors affecting the efficiency of
the bank, the most to the least important factors, are 1) strong management information
system for prompt effective management, 2) relocating of distribution channels or bank
branches with focus given to customer relations and 3) the service-minded attitude of
staffs to ensure customers’ satisfaction. For external factors, public relations and
development of the other banks catalyze the reorganization of the bank for more
efficiency.

The research recommended that in order to increase and improve the
efficiency of the restructuring of the organization, KTB should provide sufficient parking
spaces within the bank area to fulfill the clients' needs. Regarding KTB staff, more staff
should be allocated for services during the peak load. Lastly, for the service side, KTB
should provide more staff to support customer services during the period at the end and

the beginning of the month. This would increase KTB's efficiency in providing services.
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