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ABSTRACT 210802

This study aims to 1) examine the customers’ behavior of using credit services of Bank
of Ayudhya Public Company Limited, Rojana Industrial Park Branch; 2) investigate the
customers’ satisfaction levels towards credit services of Bank of Ayudhya Public Company
Limited, Rojana Industrial Park Branch; 3) compare the customers’ satisfaction levels towards
credit services of Bank of Ayudhya Public Company Limited, Rojana Industrial Park Branch, in
relation to their personal factors; and 4) compare the customers’ satisfaction levels towards credit
services of Bank of Ayudhya Public Company Limited, Rojana Industrial Park Branch, in relation
to their behavior of using the services. Data was gathered from 250 customers of Bank of
Ayudhya Public Company Limited, Rojana Industrial Park Branch, with the use of questionnaire
survey. Data analysis was performed using means, standard deviations, t-test, one-way ANOVA,
and LSD at a significance score of 0.05. Findings are as follows:

1. Females aged between 21-30 years represent the majority of customers. They are
corporate employees making Baht 10,000 -20,000 monthly. Most of the customers have applied for
housing credit in order to purchase single houses. They come to the bank once or twice a month at the
times of their convenience. Their loan payment periods are primarily 6-10 years.

2. Most of the customers were moderately satisfied with the overall service. Their
satisfaction was high towards the bank’s equipment/supplies and the work of staff members.
However, their satisfaction towards the service, credit application fees, and credit approval
processing time was moderate.

3. Comparison of customers’ satisfaction levels in relation to their personal factor .
shows that the difference in the customers’ gender relates to the difference in levels of their
satisfaction towards the work of staff members, credit approval processing time, the service,
equipment/supplies, and credit application fees of the bank. The difference in their age relates to
the difference in levels of their satisfaction towards the bank’s service.

4. Comparison of customers . satisfaction levels in relation to their behévior of using
the services indicates that their month-end and mid-month visiting time relates to the difference in
levels of their satisfaction towards the work of staff members. This is because at the end of each

month the bank is so busy that the work of staff members becomes slower than that in the middle

of each month when the bank is not relatively busy. “





