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ABSTRACT
TE 160045

This studv applied the theory and concept of Balance Scorecard to assess the
operational efficiency of selected branch offices of Siam Commercial Bank PCL. particularly

those 14 units located in Chiang Mai and Lamphun provinces operating under the supervision of

Tha Phae branch.

The study focused on four strategies for the achievement of corporate goals which

include finance, customers relation, internal process, and personnel development.

The study found that financial aspect indicated the acceptable performance of all
measures including the growth rate of earning from interest and net dividend. eamning from non-

interest source, gross profit ratio, net profit ratio, the rate of decrease in interest and nor-interest
related expenditures.

Regarding customer relations the study revealed that the majority were female. within

20-29 age group, with bachelor degree, and employed in private business. Over 10 years long

customers also constituted the majority. They used the bank services 1-4 times per month, with no
specified time of visit. The expected time to complete a banking transaction was 1-10 minutes
while the actual time for waiting was about the same. The mcst frequently used banking services
were saving account, ATM transactions, money transfer, credit card and making payments,
accordingly. Customers expressed high satisfaction with service quality and facility/equipment of

the banks, and felt moderately satisfied with the bank’s service and product lines.

The study on internal process showed that most bank staff members were female, about
30-39 years old, married, with income 10,000-19,999 baht per month. The majority hold bachelor
degree having 6-10 years’ work experience, and nov- working at assistant execuiive level. Their
reason for working with this bank was the organization’s security. They were moderately satisfied
with the bank’s new product development attempt while highly satistied with their working

conditions.

For personnel development most staff members got training course in 2002 and later
applied the knowledge in practice. They agreed that the trainers as well as the training location
were quite suitable. They were also very satisfied with the assigned responsibilities as being
compatible with their capability. However most of them expressed the intention not to work with

the bank until retirement age. Most of them desire to become business owner/operator themselves.





