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ABSTRACT

The thesis on Thai Commercial Bank and their image:
A Case study on thai Farmers "Bank of the Year 1993" has
thefollowing objectives :-

1. To study the general image of Thai Farmers Bank PCL
in the eyes of bank customers.

2. To study the attitude of the customers towards the
Thai Farmers Bank PCL.

3. To study the factors that influence the selection of
bank services and the requirement of information provided by Thai
Farmers Bank PCL.

The study was conducted to collect both primary and
secondary data. The primary data collection was based on interviews
and questionnaires responded by 300 bank customers consisting
of 100 export-import customers, 100 borrowers and 100 of others.

qualitative and quantitative informations were Collected and



analyzed in descriptive methodology. The following basic statistics
were also applied, namely, percentage, frequency, mean, standard
deviation by using SPSS/PC (Statistical Package for the Social
Science)Personal Computer). Information from the secondary source
was based on documentation, printing materials and advice from
experts.

The thesis also aims to display the essence of
organizational image building, especially in large organizations
involving in national economic development. This can only depend on
reliability and trustworthiness of services in the age of
globalizatigh Qith commercial liberalization. The competition among
commercial bank continue to increase. Not only in their own groups
of commercial banks, but also in other financial institutions.
Furthermore, the government policy on finance liberalization makes
competition more serious. In addition to domestic financial
institutions, overseas banks also open their operations in
Thailand in response to the GATT (General Agreement on Tariffs and
Trade). The nature of commercial bank business tends to change
from the past. Their income will come from modernized, fast and
diverse financial services. Their personnels must be improved with
skill, knowledge and experiences in order to sustain and maintain
progress under liberalization policy as well as to preserve their
roles as the most essential financial institution in Thai financial

system.



Image building is the major thing that makes an organization
acceptable. Images are essential for carrying on any businesses
whether they are institutions, organization or associations. The
ones with good images will receive good faith, and cooperations

from the public as well as smooth operation and progress.

Findings:

From the questionnaires responded by TFB customers, it is
found that :-

1. The general images of TFB and other commercial banks are
similar i.e stability, reputation, honesty and reliability in

carrying on business transactions. Some different images are

leadership in technology, contribution to public charity. 1In

addition, TFB has outstanding images of good administration,
leadership in modern technology, stability in business as well as
qualified and efficient staff.

2. The factors influencing the customers in selection of TFB
services are contribution to public charity, good administration,
provision of hospitable services, leadership in modern technology
and qualified and efficient staff. Information need speaking,
customers want to get messages éf stock analysis, interest rate,
exchange rate, community service activities, activities of the
bank and its executives from the newspapers. But from television

they want advertisement and new services.



3. The attitude of bank customers towards TFB is that the
bank has good image. They support the bank business. They feel good
and impressed with the bank services with technology and
conveniences.

Different sex, ages, education, occupation and income
have similar images of TFB. This may be because TFB’s customers
are from similar cultural, economic and social backgrounds.
Therefore the acknowledgment of TFB images does not vary.

- However, the difference is found in three groups of customers,
i.e. loan customers, export-import customer and others. This

is due to different informations received from bank staff,
consultation, and socialization between bank staff and
customers. The TFB images perceived by three groups are therefore
different. From the above findings together with relevant theories
and literatures, the researcher concludes that the organizational
images of each person are based on experiences and received
information. These will create impression, good or bad, depending
on behaviors or performances of the organization. The image building
must be done continuously. In addition to behaviors and performances
of organizations, the provision of information, and knowledge

must be carried out.
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