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ABSTRACT

This mixed methods research studied factors affecting implementation of
the Bank of Thailand's (BOT) market conduct policy to organizational customers
through a case study of Bangkok Bank Public Company Limited (PCL) consumer
division policy:

1) qualitative research with data collected by in-depth interviews with
three key informants, including executives representing the bank and personnel
working in the bank's customer service field with over five years of knowledge and
expertise in providing customer service; and 2) quantitative research with data
gathered by questionnaire. 190 samples were staff at Bangkok Metropolitan Area
(BMA) and 190 at provincial branches, all working in direct customer service, such as
choosing bank financial services or the insurance products.

Woradej Chantarasorn’s definition of policy implementation as a matter
of studying human organization or how related groups of people can lead and

encourage administrative resources to work and achieve stated policy goals was
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taken into account. Data sources included the Government Gazette on policies
governing fair customer service, BOT announcements, Bangkok Bank PCL annual
reports and related documents focusing on leadership and cooperation, political and
administrative aspects of the external environment.

Results were that factors affecting the success of the customer service
supervision policy included organizational competency in policy implementation
structure, personnel knowledge and ability, and leadership and cooperation, in
decreasing order of significance. Obstacles to successful policy implementation
included inefficiency of internal departments involved in organizational policy
implementation, lack of merger measures and clear evaluative criteria. Organizational
policy implementation performance variable sub-factors included attitudes of
personnel, while external factors included strict BOT policies. These findings suggest
that 1) the importance of customer fair service policies should be recognized and
promoted as the core standard of corporate culture; 2) there should be serious
compliance control and monitoring on policy for providing fair customer service for
best operational policy recommendation implementation; 3) internal policy
objectives should be clearly identified and determined useful for evaluating policy
implementation and learning materials provided for operative personnel to boost
understanding of operational standards related to fair customer service that are easy
to understand in intent, purpose, and implementation; 4) There should be regular
follow-ups and policy evaluation on providing fair customer service available to top
organizational management responsible for the policy to highlight problems or
obstacles to improve standards for work effectiveness and efficiency. Personnel and
operators should offer products meeting the needs and requirements of each type
of customer, providing knowledge about products and essential information,

including limitations and conditions needed for bank customers decision-making.

Keywords: Bank of Thailand, Market conduct policy, Organizational customers,

Bangkok Bank Public Company Limited (PCL), Consumer division policy.
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