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Abstract

The purpose of the research was to study university staff’s satisfaction with the
financial services delivery, the obstacles to delivering financial services, approaches and
forms of effective services and prepare a handbook of effective services delivery. The tool
employed in collecting data was a set of questionnaires with Cronbach’s alpha coefficient of
.89. A total of 114 completed questionnaires were returned for analysis. Statistics used in the
analysis comprised frequency, percentage, mean, standard deviation and chi-squared test
with a significance level of .05.

The findings from the study indicated that 1) the university staff was highly satisfied
with the human relations aspect of the financial services delivery (28.1%). In subsequent
order was the employment of modern technology in providing the services (23.7%). 2) The
most troublesome problem encountered by the university staff was complicated procedures
and regulations (40.4%). The second highest complaint was that the forms were difficult to
understand and filling out the forms quickly was not possible (39.5%). 3) Suggested
improvements on financial services included availability of suggestion box at a prominent
location (46.5%), cleanliness and well-organized office (44.7%), and enthusiasm and
willingness in delivering the services (43.0%). The results of hypothesis tests indicated that
satisfaction level and problems and obstacles were correlated with the service approaches
adopted by the officers at a significance level of .05. The university faculty and staff had
been informed of the rules in obtaining and repaying cash advances as well as required
papers for receiving cash advances according to the government regulations on cash
advances B.E. 2551.

Keywords: satisfaction, service approaches, effectiveness
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