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Abstract
The objectives of this study were to study and create the assessment of Customer Service
and Sales Manager’s competency in 360-degree for Krung Thai Bank. Customer Service and

Sales Manager is responsible as a head of loan sales, bank’s liabilities sales and customer service,



and also deal with many people that is the reason to be assessed by 360-degree evaluator and
getting feedback.

The Result of this study have been considering of the competency concept, Index of Item
— Objective Congruence and 360-degree assessment. This study is concluded by following steps;
first, Inputs consist with learning organization policy, organization chart, job description,
competency dictionary, proficiency level, competency assessment and 360-degree evaluation to
create competency evaluation form. Second, collect and analyze competency evaluation form’s
feedback by 255 staffs of Krung Thai Bank, overall result were 0.972 compared with Index of
Item — Objective Congruence which competency evaluation form is able to apply for Customer
Service and Sales Manager’s competency assessment. The competency evaluation form includes
4 Core Competencies indicated by proficiency Level-2, 6 Management Competencies indicated
by proficiency Level-1 and 12 Technical Competencies indicated by proficiency Level-2, the
expected result of competency assessment need to be over level 4 (3.01-4.00) of behavioral
indicator in Likert scale. Third, Applying Customer Service and Sales Manager’s competency
evaluation form with 240 persons of 360-degree evaluators which are immediate director (Branch
Manager), self-assessment, peers, direct-subordinates, indirect- subordinates and customers
assessment. For this assessment, there Frequency, Percentage, Mean and Standard deviation
statistics are required.

For this study, the Customer Service and Sales Manager’s competency evaluation form
results is 0.972 more than 0.50 based-line Index of Item — Objective Congruence , which is able
to apply practically but should be review and concern about obvious competency dictionary,
process and suitable assessment criteria. Finally, the result of Customer Service and Sales
Manager’s competency assessment; Core Competency, Management Competency and Technical
Competency by 360-degree evaluators, are in range 3.69-4.36 that means mostly Customer
Service and Sales Managers of Krung Thai Bank — Chiang Rai Region are eligible and qualified

according to expected competency level.

Keywords: Development/Competency Assessment/360 Degree Assessment
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