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Ahstract

The study of “ Opinions of The Thai Military Bank Pubfic Company Limited Staff
in Muang District Chiang Mai Province toward Total Quality Service Project ” has the
following objectives :

1. To Study Total Quality Service of The Thai Military Bank Public Company

Limited.

2. To ldentify Opinions of The Thai Military Bank Public Company Limited Staff

in Muang District Chiang Mai Province toward Total Quality Setvice project. ”

3. To Identify Causes and Operating problems of Total Quality Service project.

This study gathered secondary data from textbooks, Quaiity Control (QC)
documents and Total Quality Service (TQS) documents of The Thai Military Bank Public
Company Limited. Primary data were collected from 72 questionnaires of the Bank staff
who were working in Muang district Chiang Mai province which include Chiang Mai
branch‘, Taladnonghoi-Chiang Mai branch, Chianginnplaza branch, Hoikeaw road-
Chiang Mai branch and Taladvarorot-Chiang Mai branch five branchs altogether. The
data were analyzed by using frequency distribution table, percentage rate and average
point.

The result of the study can be concluded that The Thai Military Bank Public
Company Limited has determined the policy toward a Quality Bank by using the Total
Quality Service (TQS) consists of 5-S activity, Suggestion activity and QC/MiniQC



activity. These activities are acted as the device to enlarge knowledge and develop skill
of employee, to encourage work teams and to solve problem systematically. The goals
of the project were to create more satisfaction of the Bank’s customers, shareholders
and staffs through better quality services.

Most of the staff in all level had agreed with the adoption of the TQS project to
develop bank operation and required to continue the activities of this project. The 5-S
activity was one which was required the most knowledge and comprehension in practice
the QC/MiniQC activity had the problems in practice. 7

The executive staff, had the different ideas from the operation staffs about the
benefit of TQS project. Most of ‘them regarded that the image of the bank would be
improved. While the operation staffs regarded that the bank operation would be
increased inefficiency. Which means that the staff indifferent level were expected
different benefit from the project.

The most operation staff 'participants still needed more knowledge about the
various activities of TQS project, but the most executives needed a little more which
indicated that the transmission of various knowledge about the project activi.ties is
unadequate. Thus, the executives should transmit the knowledge to the operation staffs
more increasingly.

The TQS center should be the organizantion that play the important role in
implementiry the TQS project. However, the staff in all level did not ask for the advice
from this center as much as possible. |

The branch heads were the most important levels to operate the activities of TQS
project successfully.

The ﬁost operation staffs were very interested in the evaluation and the reward
system of the project. But they did not know about the steps br the method of that
system. _

The reward from the bank in operating the activities of this project was not be able
to motivate the staff participants compete each other. They thought that the best reward

was bonus, while the cash reward was little demand than the others reward.



The important factors that the most participants regarded to the success of the
TQS project were
1. The staff had to loyal to their own institution.
2. The result of activities operation of the project had to be clearly
identify.
The most important prablems which the participants regarded to be the obstacle of
the TQS project operation were
For the executive level :
- There were only a few brain storming conferences.
~ They knew about the problem but unable to.solved the problem by
using the activities operation of TQS project.
For the operation staffs :
- No enough time to operate the activities because of the daily routine
duties.

- The lack of understanding about activity operation correctly.



