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This research has three objectives: (1) to explore levels of certain work
characteristics of Siam Commercial Bank’s officials in Pracha Chuen area in
terms of perceived self-efficacy, empowerment, work behaviors, and quality
of service; (2) to investigate influences of perceived self-efficacy and
empowerment on work behaviors of those officials, and (3) to explicate the
congruence between work behaviors and quality of service of those officials.

The study is based on a quantitative approach by distributing
questionnaires to two sampled groups: one consists of 200 officials in

Pracha Chuen area and the other 200 Banks’ customers. The Statistical

Package for the Social Science (SPSS) is used to analyze data in terms of
percentage, mean, standard deviation, and multiple regressions.

The findings are:

1. All kinds of work characteristics of the officials are at the high level.

2. Work behaviors of the officials are affected by perceived self-efficacy
and empowerment

3. There is the congruence between work behaviors and quality of

service of those officials.





