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This research develops a model of service quality dimensions and guidelines for
improving quality in each dimension. The guidelines are developed using information
from literature survey, interview of the case study organization, and best practices in the
business sector.This research uses Chulalongkorn University Savings Cooperative
Limited as a case study. This research presents the methodology to prioritize the
dimensions of service that the organization should focus on and select 4 of them to
implement by creating process flow map, improving the access of information,
improving working environment and improving the prompt of equipment. The results
from the evaluation by the customers shows that 70.79% of the customers have
increased the satisfaction level. For the responsiveness dimension, the developed
guideline can decrease the process time from 33 days to 19 days.

Other suggested guidelines such as FAQ, S.Q.S, standard development are
evaluated by the management and employees in four dimensions which are the ease of
implementation, the benefits to the organization, the implementation time land the worth
in investment. The results show that an average of the sample 82.35% found the ease of
implementation in easy to moderate level. Every guideline is found to provide benefits
for improving quality. 76.47% of the sample found that the guidelines need time to

implement but all guidelines are worth the investment.
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