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ABSTRACT

This research aims to study the communication strategy on the change of working
process, the effects on the tellers from the change of working process and the reaction of the
tellers towards the change in working process. The results of this study have been obtained by the
informal and formal interviews. Further analysis was also done from interviews and related
reference documents.

The findings of the study are as follows ;

1.The external environment calls organizational development resulting in changes in
the work process in the bank. The back therefore adjusts its operational tasks using the top-down
communication approach affect the level of project awareness. Upward, horizontal and cross-
functional communication affects the level of project acceptance.

2.The study indicates that the change in working process have positive impact on the
tellers, which brings about positive reaction and satisfaction to the new process which helps save
time and facilitate smooth workflow.

3.The study also confirms that the tellers could cope well with the new
operational procedures, and have therefore been giving cooperation with the bank in

implementing the procedural changes.

Research recommendation includes the possibility of replicating a similar study for

the other parts of functions within Siam Commercial Bank. Furthermore it may be worthwhile to



conduct a study on the same issue by comparing Siam Commercial Bank to other commercial

banks.
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