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Title A DEVELOPMENT OF A STRATEGY FOR ENHANCEMENT
OF EMPLOYEE'S POTENTIAL THAT AFFECT CUSTOMERS'
SATISFACTION : A CASE STUDY OF BANK OF AYUDHYA
PUBLIC COMPANY LIMITED, AKATOSAROT PHITSANULOK
ROAD SUB BRANCH

Author Miss.U-maphon Panrat

Advisors Associate Professor Sanguan Changchat
Associate Professor Boonrak Tancharoenrat

Dr.Jeerapong Mapawong

The purpose of this research was to study the demographic data, establish the
strategy, and evaluate the application of strategies to improve the services of the employees which
could affect customers’ satisfaction.

The findings show that:

1. The bank’s vision was “Solidity and Friendly Service”. The mission focused on
running the value-added business with high level of care in order to secura long-term financial
security, developing the financial products, responding to the customers’ needs, and increasing
satisfaction with state-of-the-art technology. At the same tme it also enhanced human resources
who showed competence in their work in response to the situation.

2. The perception of the customers towards the service of the personnel of the Bank
before the application of the strategy was at a medium level.

3. The Six Sigma Methodology for quality improvement process was used to increase
the employee’s potential. In general the employees’ perception of their potential after the potential
enhancement program was at a high level.

4. The posilive perception of the customers towards the service of the employees of
the Bank of Ayudhya Public Company Limited after the enhancement of the employees’ potential on
their service and their public relation {o customers were at a high level.

9. The comparison of the measured levels of customers' satisfaction befare and after
the potential enhancement program for the employees of the Bank {on the personality, services

and public relations) showed a statistical significance at P=.05.
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