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62920291: MAIJOR: LOGISTICS AND SUPPLY CHAIN MANAGEMENT; M.Sc.
(LOGISTICS AND SUPPLY CHAIN MANAGEMENT)
KEYWORDS: LETTER OF CREDIT/ DELAY OF THE PROCESS/ BANK OF CHINA/

SIGNIFICANT FACTORS EFFECT ON THE CUSTOMERS’ CHOICES

SARISA BOONCHOKCHAROENSRI : IMPROVEMENT OF PROCESS FOR
LETTER OF CREDIT ISSUANCE OF BANK OF CHINA. ADVISORY COMMITTEE:

MATTHAYA YUVAMIT, LL.D. 2021.

This research is to study the improvement of process for Letter of Credit (L/ C)
issuance of Bank of China. This research methodology is in both quantitative and qualitative
types. There are 3 objectives; firstly, the research aims to study the delay of the process of L/ C
issuance. Secondly, to study the view point of users on effects of the delay and other factors in the
process of L/ C issuance causing effects in service of provider's business. Thirdly, to find out
methods and solutions in order to solve problems when rendering service on L/ C issuance of the
Bank of China. In doing this, the researcher makes questionnaires of satisfaction evaluation and
opinions from the samples of customers that have been opening a letter of credit with the Bank of
China. There are differences in age, gender, education and work experience since January-
December 2020. The results have shown that, according to the view point of customers in each
sample, there are differences in opinions. To be more specific, the problem on delays of L/ C
issuance is not the main concern for customers in choosing services of the Bank. Contrariwise,
factors having significant effect on the customers’ choices are; 1) personnel of the Bank and, 2)
characteristics of the Bank of China. According to the need of customers as being found by this
research, the improvement and correction in employees’ services are the main issues to be
completed such as training employees to have expertise and answer inquiries for users. In
addition, reduction of some unnecessary steps will contribute to accelerate the service of L/ C

issuance in an efficient manner.
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“Article 10 Amendments a. Except as otherwise provided by article 38, a credit can
neither be amended nor cancelled without the agreement of the issuing bank, the confirming bank,

if any, and the beneficiary.”
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