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ThesisTitle:Procedures in Developing Service Quality of Phetchaburi Provincial Police’s Savings Cooperative
LimitedResearcher:Pol.Cpl.NongluckYenjaiMajor:General Management Year: 2012Advisor : Asst. Prof. Dr.Sanor

Klinngam

Abstract

This research aimed to study 1) services of Phetchaburi Police’s Savings Cooperative Limited,2) service
quality and 3) procedures in developing service quality of Phetchaburi Provincial Police’s Savings Cooperative Limited.
The sample group of this study comprised 296 members and 10 committees of Phetchaburi Provincial Police’s Savings
Cooperative Limited. Questionnaire and interview were employed as data collecting tools. Statistics being used for data
analysis consisted of percentage, mean and standard deviation, and interview data was analyzed using content analysis.

The research findings revealed as follows:

1. The overall services of Phetchaburi Provincial Police’s Cooperative Limited and the services relating
to loan, deposit and welfare aspects were at a high level, while the services relating to public relations aspect was at a
moderate level.

2. The overall services of Phetchaburi Provincial Police’s Savings Cooperative Limited, as well as all
other aspects was at a moderate level. Members trusted in the services of Phetchaburi Provincial Police’s Savings
Cooperative Limited, the Cooperative had suitable equipment for its operation, its service facility was suitable and
convenient, service system was fast, its staff had good and polite manner, being well-dressed, had knowledge and
capability in their task, being able to provide quick service to members, paid attention to members, and members had
confidence in the services of the Cooperative’s staff.

3. With regard to the procedures in developing service quality of Phetchaburi Provincial Police’s
Savings Cooperative Limited in terms of loan service, it was being suggested that an external source of loan should be
provided, loan facility should be extended, financial information of the Cooperative should be notified, loan should be
insured, repayment installments should be increased, training should be provided to borrowing members, savings
interest rate should be increased. For member’s welfare, dividend and patronage refund should be higher than other
cooperatives. In respect of service quality, suitable tools and equipment should be provided for the operation. Polite
service should be provided to members, staff should have service mind, staff should be developed so that they will
understand the need and be able to answer members’ inquiry, and service process should be improved and quickened.

The research findings also revealed that the overall service of Phetchaburi Provincial Police’s Savings
Cooperative Limited was at a good level except public relations aspect because number of staff was inadequate for the
tasks. The administrators should place an importance on this issue by increasing number of staff to assist the
Cooperative’s public relations task. The Cooperative’s service quality was at a moderated level, and the aspect with
lowest mean was attention to customers. The Cooperative should provide training to its staff in order to develop their

capability so they will be able to serve and meet member’s needs later on.

(4)
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