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ABSTRACT
TE 155593

The objectives of this independent study were to determine the degrees of satisfaction

of bank officers in Muang District, Chiang Mai, tewards the quality of the services from Cash
" Division of Bank of Thailand, Northern Office, and their problems services.

The sample group for this study comprised 60 commercial bank and specialized
financial institution officers in Muang District, Chiang Mai, who used the services of the Cash
Divisicn of Bank Thailand, Northern Region Office. The study tool used was questionnaire. Tle
data was analyzed by descriptive statistics, percentage and mean.

It was found fiom the study that the majority of the respondents, or 83.3%, were
female, 56.7% were 36-45 years old, 73.3% were married, 86.7% carned the salary of 10,000-
30,000 baht, 76.7% held bachelor's degree, 41.7% had been working in a commercial bank for
more than 11-15 years, 81.7% had been working as cash center managers or cashiers or had
financial responsibility for 5-15 years, 88.7% were officers of commercial bank, 66.71% and
zovernment specialized banks 33.3%.

In the Northern Office Bank of Thailand, 100.0% of the sample group used the
services from Cash Division, 91.7% used the services from Banking Transaction Division, 3.3%

use the services from Administrative Division, 1.7% use the services from Financial Institution
3

Supervision Division.

In terms of services from Bank of Thailand, Northern Office, most of the respondents
deposited cash at 100.0%, withdrew cash at 100.0%, deposited checks into accounts at 96.7% and
5% sell or give discounts on promissory notes.

As for the satisfaction of bank officials for the services of Cash Division of Bank of
Thailand, Northemn Branch, it was found that they were satisfied with every aspect had the mean
at a moderate level. The highest satisfaction level for each factor was as followed. For
appearance factor, the bank official were satisfied the most with the fact that the place was
convenient and clean; for reliability factor, it was that the bank’s equipment and facilities were
well maintained; for reaction factor, it was speedy services; for confidence factor, it was that bank

of Thailand’s staff were well-mannered and polite; and for service, it was convenient contact and

communication.

Problems in the services of cash Division had a mean at a moderate level in every
factor, namely the respondents did not receive clear nor accurate information, complicated paper

were delayed service, and limited staf{f compared to the number of custcmers thus deiayed

services.





