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ABSTRACT

A study Way of Life and Definition of the Female Bank Clerks in the
Modern Economy of this article is to explore by using qualitative research
methodology including observations and in-depth interviews. The interviews were
conducted people, consisting of male and female bank clerks and customers of the
banks in the area of Hatyai, Songkla Province. The data from the interviews was later
categorized, interpreted and concluded, before being presented in the form of
descriptive analysis. In the eyes of the outsiders, the study found In a modern
economy, resulting in the bank to adjust policy to achieve liquidity. The Female Bank
Clerks who serve the bank savings alone. He has served several terms as provided in
the bank. And work outside bank To sell insurance Credit Card Female Bank Clerks
life had been defined meaning. A luxury lifestyle In the air You need to be modified
To fight the odds to survive in a competitive environment. Young AG, has been
defined as a new salesman. The young pretty to the booth. Public lending to

mortgage loans. Hire car using banking services.
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Abstract

The objective of this article is to explore the images and definitions of female
bank clerks by using qualitative research methodology including observations and in-
depth interviews. The interviews were conducted with 12 source people, consisting
of male and female bank clerks and customers of the banks in the area of Hatyai,
Songkhla Province. The data from the interviews was later categorized, interpreted
and concluded, before being presented in the form of descriptive analysis.

In the eyes of the outsiders, the study found that the key images of the female
bank clerks were good personalities, high self-confidence, smart and colorful
uniforms, quick and energetic performances and friendly faces. The definitions of the
female bank clerks were found to be diversified, depending on the perspective of
each person dealing with them. Those definitions were highbrows, fast money
counters, and good financial assistants. Moreover, people think of the female bank
clerks as girls from good families, having good financial status and educational
backgrounds. In this study, the researcher opened the eyes of the insiders and
outsiders to see and understand facts about female bank clerks.

Keywords: Female Bank Clerk, Image, Definition, Bank Clerk

Introduction

The ever-fluctuating and changing economy nowadays is driven by modern

technology and high speed communication, which facilitate economic systems in
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every aspect. People, as well as organizations, have to adjust themselves to survive
in these circumstances. Financial institutes and banks especially have been changing
their administrative structures, leading to development of new working strategies.
One of the missions of the banks is to bring prosperity to locals. Banks need
technology support in order to compete with their competitors. Moreover, they need
to adjust for the changing investments of more money in product and service
development, so that they can strengthen in today’s high competitive banking
markets. Likewise, the bank clerks have to enhance their working performances, as
well as working strategies, since they are the most important people driving the
banks forwards. The bank clerks with high performance and ethics are the best
people of the organizations’ success. The anti-corruption systems developed by the
banks have changed the way that bank clerks work. The bank clerks also have to be
prompt in the job, with less quantity of jobs, changing administrative policies and
stricter regulations. Besides, working relationships and environments make the bank
clerks be more careful and efficient for good evaluation results and positions. Most
of the clerks are affected by such changes. This leads to lower quality of the services
provided, which directly has an influence on the overall operation of the banks. Bank
clerks are the main key people for banks’ achievements. The overall results of the
organizations depend on its staff (Sirirat Chatrosniyom, 2008).

The bank clerks drive their organizations to their goals. At the same time, their
own goals are intensive and higher salaries. In social eyes, they are sellers rather than
financial service providers. They set up booths to sell their products everywhere,
especially in department stores and festivals. Sometimes they can be seen visiting
places or companies, presenting products of the banks such as credit cards, saving
programs, life insurance, and investment funds (Frequently Shared, Life of the Bank
Clerks, 2014).

The primary survey in the study area found that Hatyai was the service and
trading center of the southern region. The city is renowned in several aspects: it is
one of the popular tourist destinations for people from Malaysia, Singapore, and
Indonesia. The city is always crowded by people visiting from Malaysia, Singapore,

and Bangkok. It is also a nest of government and private universities, schools, and



99

technical colleges. As a city of trading and education, there are plenty of banks and
financial institutes situated in Hatyai such as Siam Commercial Bank, Krungthai Bank,
Bangkok Bank, Government Saving Bank, United Overseas Bank, Tisco Bank, Land and
House Bank, and Islamic Bank of Thailand based on Islamic principles. These banks
open their branches in different areas of the city to facilitate their customers. Many
of their branches are located in department store malls serving the customers
beyond the regular service hours (Hatyai General Information, 2014).

This article presents and explains the phenomena of the female bank clerks
defined in various ways as well as the working facts of the female bank clerks in Hat
Yai, Songkhla Province. The study field was the banks located on Nipat U-tit 1, 2, & 3
roads, which are in the business center of the city.

Being a bank clerk is a dream career for many people. In the past, people
thought about bank staff as smart and talented people who have stable incomes
and career status. Nowadays, the job descriptions of bank clerks have changed. From
the previous tellers at the counter, the bank clerks now have to move out to gather
customers for saving accounts, insurance, and other products of the banks. The
number of customers is the important key for their performance evaluations.

This is the present image of bank clerks: walking and presenting their products
in the market as well as setting up their booths in many places to get more
customers. The goals of the banks put more pressure on their staff so they have to
go out to present the products of the bank. Rather than financial service providers,

these bank clerks are, in the eyes of people, insurance sellers.

Objectives of the Study
To explore images and definitions of female bank clerks in the area of Hatyai,

Songkhla Province

Methodology
The researcher employed qualitative methods including observations and in—depth

interviews with 12 source persons, including male and female bank clerks and bank
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customers in the area of Hatyai, Songkhla. The data was then categorized,

interpreted, and concluded.

Concepts and Theories Used in the Study

As the study intended to explore the image and definition of female bank
clerks, the researcher employed the following 2 major concepts:

1. The Concept of Image

Wijit Awakul (1998, 184-185) stated that images are pictures of the institute,
department, company, shops, or person, perceived by people in good or bad ways,
trustworthy or untrustworthy, agreeable, disagreeable, or in neutral ways. The image
of an organization relies on the opinion of the majority of people about the
organization. Talking about the image of female bank clerks, the first picture painted
in people’s minds is a confident beautiful woman in a smart outfit, followed by the
picture of a seller who always tries to sell insurance packages to bank customers.

2. The Concept of Identity

Identity may refer to the qualifications of a person or thing reflecting ones’
self-identity. It makes a person realize who he/she is, what his/her characteristic is,
way of life, belief, behavior, and habits. It also makes a person realize how he/she is
similar or different from other people or groups of people. A person may have a few
identities. The word ‘identity’ in English means the summation of a thing making it
recognized or remembered, for instance a group of singers has a vocal identity which
makes people recognize them once they hear their songs. To recognize an identity, a
person is considered in terms of expressions through the mediums of identity
including individual status, gender, position, duty, social role, etc. Those mediums are
called individual identity or personal identity. Also, the expressions through some
universal symbols, ceremonies, traditions, cultures, legends, tales, and social
phenomena, are called social identities or the identities shared between people in
the same society. The social identity reflects socialization, cultural change, and
education. In this study, the Concept of Identity was connected to the self-
expression of female bank clerks in the eyes of others under the conditions of social

interaction and working circumstances of female bank clerks nowadays.
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Results of the Study

In this study, the researcher focused on the image and definition of female
bank clerks who not only have to be smart in the eyes of the customers, but also
have to be qualified for their position and responsibility; the researcher found
diversified definitions of female bank clerks. The following are the results of the

study.

1. Images of the Female Bank Clerks
Being a bank clerk is one of the careers people pay attention to their outfits
and personalities. The main reason is that the uniforms reflect the images of the
banks. Moreover, people recognize the banks by staff uniforms. So people stick
images of female bank clerks to the image of their bank employers. By this
perception, the female bank clerks have to be smart all the time, since they reflect
the image of their banks everywhere they go. From the study, the image of the
female bank clerks can be categorized into 2 aspects as below:
1.1. Image of the Female Bank Clerks as Confident Women
This study reveals that the way female bank clerks dress in their uniforms
has to look trustworthy and unique as they are the heart of this business operation.
The uniforms also enhance the female bank clerks’ good personalities and working

deftness.

“People working at the bank have to be good looking and well dressed.
Beautiful faces, together with smart and clean uniforms, make the customers trust
the bank. We are the first person the customers meet at the counter. We give them
financial suggestions. Therefore, our look is an important key to make them trust us

and keep coming bank to our bank” (Tang, 28 years old, November 21" 2014).

“The customers like the bank clerks who are beautiful and magnificent, serving

them well. ” (Priow, 26 years old, January 19th 2015).
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“The uniform has to give people a hint of the bank we are working for. The
image of us makes people recognize who we are working for, therefore | have to be
well dressed and behave well to make people trust me.” (Fon, 35 years old, August

7" 2014).

From the above interviews, it is clear that the uniform is important to the image
of the female bank clerks. It not only enhances the bank clerks’ good personality, it
also plays an important role to create an image of the bank. The outfit and confident
look is connected to the professional working skills of female bank clerks. As a
representative of the bank, the female bank clerks have to be friendly, smart, polite,
and professional while serving their customers. Make up is another key; a neutral
faced clerk, wearing colorful make up and smiling, can be attractive and trustworthy
in the eyes of the customers. All of these make the first impression of the bank and

attract them to come back again.

1.2. Images of Female Bank Clerks as Impressive Service Facilitators
The bank clerks working in each branch have direct responsibility to
facilitate the bank customers in saving, withdrawing, loaning, money transferring, etc.

Therefore, they have to be qualified and well trained to provide such services.

“As a service facilitator, the customers come first. The good service happens by
putting our heart into it. We give good information to our customers so they would
not miss the best opportunity” (Pui, 37 years old, February 19" 2015).

“If the bank clerks offer good and impressive services to the customers, the
customers would definitely keep coming back to the bank. Consequently, the clerks
can take this opportunity to present the products which may catch the attention of
the customers as well as give them good financial advice”. (Pan, 40 years old,
February 2015).

The previous interview gives us a hint of the polite personality the bank
clerks show their customers. Realizing that the customers are very important, another

key image of the female bank clerks is to be polite. They have to facilitate and
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present the bank products or services to their customers politely as this make a good
impression in the customers’ eyes. The polite personality covers their manners,
postures, and speech. All of these show the customers that the clerks respect them.
This finding is compatible to the study of Supatcha Arayakulchai, (2000), that the staff
will be active to work and to seriously facilitate the customers, as well as to attract
more customers to the bank. The bank clerks have to have qualified working skills. A
bank is a financial institute; its image in the eyes of people is definitely reliable. So
the bank clerks have to serve the customers in reliable and correct ways; fast and
accurate service with no room for any mistake. The bank clerks have originality in job
planning and related responsibilities, as well as present their own opinions in product
and service promotions to the customers. This is another way to increase turnover of
the bank. Company loyalty, honesty, and reliance are also important. Any dishonest
bank clerks will be a problem to the bank, especially the bank’s reputation. The
clerks have to work under the policy of the bank and the orders of their heads. They
need to protect the bank’s confidential information as well as the customers’
information, as the leak of such information may cause problems to the bank.
Besides, the clerks should seek knowledge especially useful information for banking
services, such as product details which they can present thoroughly and correctly. All

of these are part of the images of female bank clerks working for their organizations.

2. Definitions of the Female Bank Clerks

Exploring the definitions of the female bank clerks, people in society have
definitions about the female bank clerks. The clerks have to develop their working
strategies in order to be successful in their career lives. The following are the results

of the study in terms of the definitions of the female bank clerks.
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Picture 1 Female Bank Clerks in Hatyai, Songkhla Province

Captured by the Researcher on January 15" 2015

Picture 2 The clerks working at exhibition booths in Hatyai, Songkhla Province

Captured by the Researcher on January 16" 2015

2.1 Female Bank Clerks as Service Facilitators with Good Personalities

Nowadays, organizations set up high standards of recruitment to get quality
staff, likewise most of the banks pay attention to staff recruitment by selecting
candidates who pass knowledge tests and interviews; the qualified candidates have
to personally prove they are the right people for the positions. After the recruiting
process, the selected candidates or new staff follow the training systems focusing on
service facilitation. All of them are encouraged to be good service facilitators as the

banks realize that they are the important elements of the bank.

“The bank clerks have to be good looking, well dressed yet not too

fashionable. They have to work fast and efficiently, and at the same time be
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polite, smile, and sincerely facilitate the customers. All of these create
trustworthiness in the minds of the customers, as well as respecting and giving
good financial advice to them. Another important thing is to keep the
information about the customers confidential. The clerks have a really good
image by working in the above ways, likewise their bank.Remember the
uniforms, the clerks are wearing, are the name of their bank.” (Fon, 35 years

old, August 7th 2014)

“The female bank clerks have to be beautiful and well behaved. They also
have to be fluent in their job and count money fast. The most important thing
richt now is that they have to be able to sell life insurance to the customers.”

(Joy, 28 years old, June 9th 2014)

From the above opinions about careers of 2 female bank clerks, it seems that
the female bank clerks perceive and realize the value and importance of their jobs.
They know that they are not just ordinary tellers at the counter. They have to be
good looking, polite, and look right in their positions. They are also required to be
trustable and fluent serving their customers. Good personalities and actions create
good images of the bank. In addition, banking products and service knowledge, ability
to explain and giving good advice to the customers are important qualifications of

female bank clerks.

2.2Female Bank Clerks as Sellers
Not only working at the counter, the female bank clerks also have to g¢o out to get

new customers, to reach the goals of the bank.

“Nowadays, the bank clerks work similarly to the sellers. They have to sell
every product of the bank, for instance saving programs, loans, insurance, credit
cards, or investment funds. They have to sell all those products to everyone
they meet, as they are pushed by their head. Some of them cannot bear the

pressure and quit their job. So a high turnover rate is a usual situation in most
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of the banks. Nevertheless, the high pressures the clerks face make them
stronger and finally their prize is a very good wage.” (Nick, 30 years old,

November let 2014)

“Formerly, the bank clerks looked trustable. Yet, it has changed now. The
increasing number of banks makes intense competition and more use of
technology. Previously, people had to come to the bank, but now the bank
has to go to meet people. Previously, the clerks served the customers with
their hearts and finally they became like friends; now we cannot find service
minds in the clerks. The customers do not want to be familiar with the clerks,
as some of them may take this as an opportunity to sell insurance or other
products of the bank. | understand all of this, but | hope to see the clerks
facilitating the customers with their hearts. Then they will surely get the

customers’ hearts.” (Pom, 57 years old, September 12th 2014)

“The new generation of clerks are different from the former ones. In the
past, the clerks always suggested a saving program with high interest rates.
Now, they only try to sell insurance. | am so sick about this and prefer to use
the ATM rather than going to the bank counter.” (Rat, 40 years old, October a"
2014)

From the points of view of the customers, it can be concluded that the bank
clerks, in the eyes of them, are sellers of banking products. Not only facilitating the
customers, they also always present the products of the bank, in order to increase
bank income and to complete their assignments. They have to be patient and work
under pressure to meet goals.

Recently, the recruiting rate of the bank clerks has been increasing. This is
because many banks open new branches and expand their frameworks for business
in the present days. The clerks can clearly see the changes in careers. The
unavoidable duty of the clerks is to sell insurance in order to increase income of the

bank. It is the pressure put on the shoulders of every bank clerk. The customers are
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suggested to open saving accounts together with buying insurance packages or
applying for credit cards. Those are the main products producing a lot of income to
the banks. Each bank has several forms of products and different policies to push
their staff to sell the products to the customers (Keep calm when the bank clerks are

pushed to sell insurance, 2015).

2.3Female Bank Clerks as Epicureans
It is clearly seen that most of the female bank clerks seems to be
epicurean with high tastes. They use brand-name clothes, shoes, bags, and
accessories. These make them attractive in the eyes of people. Besides, most of

them drive to work.

“Female bank clerks have to be beautiful, gsood looking. They have good
families and good tastes. Most of them use brand-names. They are rich and

attractive.” (Tee, 30 years old, January 16th 2015)

The previous perception about female bank clerks proves that people
look at the female bank clerks as intellectual or highbrow girls, coming from good
families, and they like to use brand-name items. From this observation, they pay
attention to their clothes, accessories, and belongings, therefore their images are

magnificent and undoubtedly they are seen as epicureans.

Discussion

From the study, the image of female bank clerks includes good personality,
fluent working skill, being trustworthy, being friendly, being polite, and facilitating
financial services. This image comes from the position and responsibility of bank
clerks. Facilitating the customers requires friendly manners leading to good
relationships between clerks and customers. The customers then trust the clerks.
The image and qualification of clerks reflect the image of the bank, so clerks have to
behave well, be confident and fluent in their job, as well as be friendly and willing to

facilitate and to give advice to customers, as mentioned in Supatcha (2000) that the
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social expectation of bank clerks is that they should be willing to serve customers in
saving, withdrawing, loaning and money transferring. Therefore, they need some
qualifications and skills to be service facilitators. The successful service facilitators
have several qualifications consisting of politeness, enthusiasm, ability to work with
uncertain quantity of jobs, skills for banking jobs, intuitiveness, loyalty, honesty, and
trustworthiness. They also have to be able to work on the job assigned by their
heads. In addition they have to protect confidential information and be experts in
bank knowledge. The female bank clerks are expected to be smart, sood looking and
epicurean as they are requirements for their positions. People recognize them as
sellers, not banking service facilitators, since they always present products of banks
to customers, both inside and outside banks. Sometimes, clerks visit organizations to
present the products with the intension to increase income to banks. This is their
responsibility beyond being tellers at the counter and definitely the more products
sold by them, the more money the bank receives. No matter how people define
female bank clerks, they know their own values. The perception of people is just

only a part of their life and a career in society.

Recommendations

1. Policy Recommendation

The study gave more understanding about the career lives of female bank
clerks, as well as showed the value of working as financial service facilitators and the
value of being human facilitating people in society, which leads to better interactions

and lives of people in society.

2. Recommendations for Further Study
Further study should focus on new contexts and study fields to reflect new
perspectives of the female bank clerks, such as the background of female bank

clerks or the differences between the present and past female bank clerks.
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Identity Formation of Bank Clerks in Hatyai, SongkhlaProvince
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Abstract: This article intended to study the identity formation of the female bank clerks by
employing phenomenological researching methods including observation and in-depth
interviews with 16 source people consisting of bank clerks, friends of bank clerks, and
customers of banks inHatyai. The data analysis was conducted by categorization,
interpretation, and summarization. The result of the study is presented in analysis descriptive
form. It is found that behind the daily duty of bank clerks, each of them is set the goals and
has to achieve the satisfied circulation of the products of the bank they are working for. To
be professional, the female bank clerks are required to complete the test, trainings which
are focusing on personality, grooming, speaking, and selling skills. Moreover, the agility and
manner are important factors to perform their duty efficiently as well as the sagacity to help
the clerks presenting the products and services of their bank which match the needs of each
customer. Lastly, the female bank clerks need to achieve the set circulation. All of these
contribute to the perception of people in the female bank clerks as the seller rather than

the financial facilitator.

Keywords: Female Bank Clerk, Bank Clerk
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Figure 1 The clerks working at exhibition booths in Hatyai, Songkhla Province
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