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ABSTRACT

This study on the factors affecting the efficiency in service provision rendered by
Siam City Bank in Chiang Mai Province was based on information, collected by
questionnaire interview from 300 sample of the bank’s customers and 58 bank workers.
Descriptive statistics including percentage and frequency and Likert Scale were calculated
for analysis.

On the issue of internal factors, the bank customers expressed their most
satisfaction on the following: 1) clean, attractive and tidy bank office environment,
2) simple and practical forms for banking transactions, 3) staff’s hospitality and attention
in serving customers, 4) arrangement for fairness and queuing in service provision,
5) constant advertisement about the Bank in various media, 6) security and reputation of
the Bank, 7) speedy procedure for loan application review, security assessment, and loan
approval, 8) provision of comprehensive financial and banking services, and 9) the

introduction of digital cheques for use in the future.



The most common problems complained by the bank customers in using the
bank’s services were 1) inadequate parking space, 2) under-staff, 3) too many steps in
service procedure, 4) overly restrictive rules and regulation concerning bank loans, and
5) rather high interest rate for borrowing.

Important factors that affect the efficiency of bank workers to render services
were found to be 1) security and stability of the Bank, 2) colleague being polite to and
having good human relation with customers, 3) the increase in remuneration or types of
welfare, 4) transfer of work position under definite criteria and staff being posted in
his/her hometown, 5) modern office equipment and facilities, and 6) clear and well-defined
job description.

The most common problems faced by the bank workers were 1) the bank
executive using patron and client rather than merit system, 2) under-staff, 3) low salary
and welfare level compared to other commercial banks, 4) difficulty in requesting for a
switch in  post or office location for the same personnel level, 5) obsolete office
equipment and facilities, and 6) many hierarchical steps for decision making thus causing
delay in action.

The external factors which may affect the service efficiency were distinguished
into: 1) positive factors including satisfactory profit making in the business sector,
government investment in mega projects, mid-year budget expenditure of public sector, and
high use rate of production capacity, and 2) negative factors comprising severe natural
disaster, frequent epidemic outbreaks, unrest situation in southern border provinces,
escalating crude oil prices, deficit current account, higher inflation rate and world

economic slow-down.
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