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ABSTRACT

Title of Research Paper ¢ Work Stress of the Service Staff in the Customer

Relations Section of a Private Company in Bangkok

Author :  Miss. Onuma Phangmaneesakul
Degree 1 Master of Arts (Social Development)
Year : 2004

TE 159368

The study were conducted for two objectives : 1) to measure the work stress of the
service staff and 2) the factors related to their work stress.

The population of the study were 176 service staff members in the customer relation
section of a private company in Bangkok. A questionnaire was employed to collect the
data. Frequency, percentage, mean, standard deviation, and F-test were for data analysis.

The findings were briefly stated as follows :

1. Stress level. The service staff members were found to experience a high level of
work stress. All the dimensions - physical health, behavior, and feeling were used found to
be stressful at a high level.

2. Environmental factors. The environmental factors were found to contibute to
work stress at a moderate level. When individual factors were considered, it was found
that relationsnip with colleagues was good, but the other factors, i.e., traveling to work ,
relationship with the supervise, work progress, workload, welfare and remuneration, all
moderately contributed to their work stress

3. The factors found to contribute to their work stress were workload and career

advancement.



Recommendations. TE 1 5 9 3 6 8

1. The number of staff in the customer relations section should be in creased
because of the work quantity . There is and imbalance between the workload and the
number of staff. A shift of more than 8 working hours shoild be avoid, since it will be
adversely affect the employees’ health.

2. There should be fairness in promotion - i.e., putting the right man on the right
job. All the employees should be fairly given an opportunity to further their studies.

3. Some regulations and policies should be revised. They should flexible. The work
procedures should be reduced to facilitate the policy implementation in order for the staff .
to work efficiently to serve the customers’ needs at a high speed and with a quality
service.

4. At present the cost of living and the oil price are high, so the employees have
a high household expenditure. Therefore, the company should increase the welfare and other
fringe benefits like health insurance. Now the company limits the amount of hospital fee
from the health insurance card tc only 700 baht a day. It should increase the amount to
1,000 bzht a day to help reduce the employees’ health expense. Usually, when the
employees go to the hospitals determined by the company, they have to pay more than that.

5. The superior should establish a team to check the employzes’ work and connect
it. There shculd be continuously follow up and evaluation to reduce the mistakes in
performance.

6. The relation come: inthe customer relations section should be available for the
employees to rezd, listen to music, play computer games, and use the internet. Besides, the
employees can get together there to exchange their views and to build a close relationship
with the superior and the colleagues after work. This will help release their stress during
the breaks or after work.

7. The employees should set priority for each task by planning carefully and

setting the amount of time that fits the work quantity.



