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ABSTRACT
16096

The purposes of the study were to : 1) examine factors t'itEaffected particgatory
management of the Government Saving Bank, Region 4, 2) investigate the levels of staff’s
participation, 3) study the levels of customers’ satisfaction, and 4) study problems, obstacles, and
suggestions regarding participatory management of the Government Saving Bank, Region 4. The
samples consisted of 125 bank staff and 750 customers. Statistical analysis was performed in
terms of percentage, mean, standard deviation, t-test, One Way ANOVA, and F-test .

The findings indicated that most staff were married female, age between 36-45, holding
bachelor’s degree with an income of 15,001-30,000 baht. They had about 11-15 years of working
experiences.

The findings also showed that the level of staff’s participation regarding planning,
organization structuring, administrating, and controlling was found at a moderate level whether it
was considered as a whole or individually. Moreover, staff who had different ages, status,
educational backgrounds, and working experiences did not have different levels of participation.
However, staff with different income and working positions had different levels of participation
with statistical significance at .05.

Most customers, who were married, female, aged between 31-40 with an educational
background of lower than bachelor’s degree, with no more than 15, 000 baht of income, and were
customers of the bank between 1-10 years, were highly satisfied with bank’s services. The
customers with different ages and marital status had different levels of satisfaction with statistical
significance at .05. However, the customers with different gender, educational background,
income, and years for being customers of the bank did not have different levels of satisfaction.

The problem found most was the staff did not understand management policy. The other problem
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was most of the management was performed by the bank manager. The bank staff suggested that
participatory management was not sharing ideas but consideration without bias to reach the goal.
The staff with different income and job position had different levels of participation with
statistical significance. However, the different levels of participation did not exist among those
with different gender, age, marital status, educational background, and years of working. The
customers with different marital status and age had different levels of satisfaction with statistical
significance at .05. However, the different levels of satisfaction did not exist among those with

different gender, educational background, income, and years for being customers.





