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ABSTRACT

The independent study entitled, “Employee Satisfaction towards the Customer
Information System (CIS) of Bank Ayudhaya Public Company Limited”, aimed to study the
satisfaction of employees towards the CIS as well as to investigate problems of the CIS operation.
Data collection was completed through questionnaires distributed to 344 operational employees
of Bank Ayudhaya Public Company Limited. Then, data analyze was conducted in accordance
with descriptive statistics in which the data was shown in a form of table presenting frequencies,
percentages and means.

Based upon the research findings, most respondents were female in the ages
between 35 — 45 years with Bachelor’s degree. Their positioning levels were found from level 1 —
6 and their affiliating office was found at the head quarter. They had been worked at the bank for
longer than 10 years and worked on computer for 5- 10 years. It was found that they used the CIS
more than 4 times a week during 10.00 — 14.49 hrs, mostly for inquiring customer information.

According to this study, the employee satisfaction towards CIS was divided into 3

aspects; recognition of expected advantages, recognition of the CIS simple application, and



feature of information technology that they acquired from CIS. The research findings on these
three aspects were shown hereafter.

From the overall view, the respondents rated their satisfactions towards CIS in all
aspects as follows.

In terms of the recognition of expected advantages, the overall satisfaction was
rated at high level. The sub-factor, which was rated at the highest level of satisfaction, was
mentioned to the item stated that CIS could lessen time in operating by fastening the working
process and saving time for each operation.

In terms of the recognition of CIS simple application, the overall satisfaction was
rated at moderate level. The sub-factor, which was rated at the highest level of satisfaction, was
mentioned to the item stated that the employee agreed that the CIS was easy enough to use.

In terms of the feature of information technology that they acquired from CIS, the
overall satisfaction was rated at moderate level. The sub-factor, which was rated at the highest
level of satisfaction, was mentioned to the item stated that the computer and printer could access
to the CIS.

Regarding the problem in using CIS, they rated for the existing problem at
moderate level. The sub-factors, which were rated at the highest level of problem, were
mentioned to the item stated that the User ID could not access through the CIS at any time when
authorized, handbook and supporting documents were difficult to understand and written
unclearly, the problem was found from the effectiveness of computer or printer to support the CIS

operation.



