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SOLVING ABILITY OF CUSTOMER SERVICE
OFFICERS OF BANGKOK BANK PUBLIC COMPANY LIMITED

AN ABSTRACT
BY
KAMONSRI WONGCHAROEN

Presented in Partial Fulfillment of the Requirements
For the Master of Science degree in Behavioral Science Research
at Srinakharinwirot University

February 2007



Kamonsri Wongcharoen. (2006). Psychological and Social Factors Related to Operational
Problem-Solving Ability of Customer Service Officers of Bangkok Bank public
company limited. Master of Science, M.S. (Applied Behavioral Science Research).
Bangkok: Graduate School, Srinakharinwirot University. Advisor Committee:

Associated Prof. Dr. Dusadee Yolao, Dr. Yuttana Chaijukul.

This research on Psychological and Social Factors Related to Operational
Problem-Solving Ability of Customer Service Officers of Bangkok Bank public company
limited has 3 main purposes: 1. To study the relationships between Psychological
factor, Social factor and Work Experience related to Operational Problem-Solving Ability;
2. To investigate interaction between Psychological factor and Social factor on Operational
Problem-Solving Ability; 3. To discover the predictive variable of Operational  Problem-
Solving Ability.

The sample in this research consisted of 205 female Customer Service Officers who
passed training on “Customer Service Officers (Metropolitan) Module 1” curriculum class 1-
10 in 2004 at RAMAIII Training Computer Center of Bangkok Bank public company limited.
There were three groups of independent variables, namely; three variables of psychological
factor in the first group, i.e. Attitude toward Operational Problem-Solving Ability, Work
Motivation and Basic Working Knowledge of Customer Services; two variables of Social
factor in the second group, i.e. Work Social Support and Unofficial Professional
Socialization; the last one of the third group, i.e. Work Experience. The dependent variable
was Operational Problem-Solving Ability.  The instruments were a one-part test for
Operational Problem-Solving Ability and a four-part questionnaire. Data acquired from this
study were analyzed by using Pearson Product Moment Correlation Coefficient, Two-Way
ANOVA, Scheffe’ and Multiple Regression Hierarchical. The research results found that:

1. Psychological factor, i.e. Attitude toward Operational Problem Solving Ability,
Work Motivation and Basic Working Knowledge of Customer Services; Social factor, i.e.
Work Social Support and Unofficial Professional Socialization, including Work Experience
were positively correlated to Customer Service Officers’ Operational Problem Solving Ability

at the .01 and .05 level of statistical significance.



2. Customer Service Officers’ Operational Problem Solving Ability varied according
to the combined interaction between two independent variables of Attitude toward
Operational Problem Solving Ability and Work Social Support. When considering Hypothesis
no. 2 —which studies two independent variables in high and low groups, it was found that
customer service officers with high Attitude toward Operational Problem Solving Ability and
high Work Social Support had higher level of Operational Problem Solving Ability than those
with low Attitude toward Operational Problem Solving Ability and low Work Social Support at
the .001 level of statistical significance.

3. Customer Service Officers’ Operational Problem Solving Ability varied according
to the combined interaction between two independent variables of Attitude toward
Operational Problem Solving Ability and Unofficial Professional Socialization. When
considering Hypothesis no. 3 —which studies 2 independent variables in high and low
groups, it was found that Customer Service Officers with high Attitude toward Operational
Problem Solving Ability and high Unofficial Professional Socialization had higher level of
Operational Problem Solving Ability than those with low Attitude toward Operational Problem
Solving Ability and low Unofficial Professional Socialization at the .001 level of statistical
significance.

4. When using Basic Working Knowledge of Customer Services; Psychological
factor, i.e. Attitude toward Operational Problem-Solving Ability, Work Motivation; and Social
factor, i.e. Work Social Support and Unofficial Professional Socialization, altogether to
predict Customer Service Officers’ s Operational Problem-Solving Ability, it was found that
all 5 independent variables could predict the overall Customer Service Officers’ s
Operational Problem-Solving Ability by 46.7%, at the .001 level of statistical significance. In
addition, it was revealed that the order of priority for three groups of independent variables,
separately to predict Customer Service Officers’s Operational Problem-Solving Ability was
as follows; the factor with the most predictive power was Social factor, followed by

Psychological factor, and Basic Working Knowledge of Customer Services, respectively.
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