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ABSTRACT 2 1 0 8 3 0

The research aimed to: 1) Study the customers’ behavior in using the ATM at the Head
Office of the Bank of Ayudhaya Co., Ltd.; 2) Study levels of the customers’ satisfaction;
3) Compare levels of the customers’ satisfaction, classified according to their personal factors;
and 4) compare levels of the customers’ satisfaction, classified by their behaviors. The sample
group consisted of 250 customers using the ATM at the Bank. The research tool was a
questionnaire. Statistical analysis was performed using percentages, arithmetic means, standard
deviation, t-test, F-test and LSD.

The findings are indicated as follows:

1. According to the customer’s behaviors, 45.20 percent of them used the ATM
because of possessing the ATM cards. 72.40 percent used the ATM to withdraw money. Average
time of waiting in the queues was 2 minutes, and most of them used the ATM services during
04.01 pm. - 07.00 pm.

2. The customers’ satisfaction as a whole was at the high levels. When each aspect was
analyzed, it was revealed that the customers were satisfied with special services at moderate
levels

3. Regarding the comparison of the customers’ satisfaction classified according to their
personal factors, it was found that differences in the customers’ ages related to differences in their
satisfaction toward accuracy and special services. Whilst differences in the customers’ education
levels, occupations and incomes caused differences in their satisfaction toward location,
convenience, accuracy and special services.

4. In respect to the comparison of the customers’ satisfaction classified by their
behaviors, it was indicated that differences in the customers’ reasons to use the ATM related
differences in their satisfaction on accuracy and special services. Differences in the customers’
objectives in using the services caused differences in their satisfaction toward location, and
accuracy. Differences in the customers’ time of waiting in the queues related to differences in
their satisfaction toward all aspect, and differences in the customers duration of using the ATM
services related to differences in their satisfaction toward location, convenience and special

services.





