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Abstract

Customers of the San Pa Koi Bangkok Bank branch in Chiang Mai have access to the
service every day, however as the main branch in Chiang Mai have a problem with waiting a
long time for service. This research study aims to find a way to reduce waiting time at the bank
by using lean techniques and increase customer satisfaction in service. Lean techniques used in
works such as improving the system, Pull system, Visual control, Plant layout to save time
transportation systems and the Arena simulation software were used to analyze the results after
the improvement. This research presents 5 options to improve service time. The model can reduce
the delay time during day time operation hours cooperate with lean techniques ; change the
employee’s working model to full-time, optimize employee's working time to be suitable for
customer and appropriation evaluate the service center; customers were most likely to reduce the
average waiting time of 7.22 to 0.95 minutes, down 86.84%. Standard deviation of the time
waiting of Arena reduced from 2.63 to 0.42 minutes (reduction of 84.03 %). Transfer time from
waiting point to service point decrease from 11 to 8 second or decrease by 27.27%. The time

taken writing the slip was reduce from 53.53 to 45 seconds, down 15.93%.



