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ABSTRACT ) 1 O 7 8 8

The research aims to 1) study the behaviors of customers using banking services of Bangkok
Bank Public Company Limited Tharua Ayutthaya Branch, 2) study satisfaction of customers using
banking services of Bangkok Bank Public Company Limited Tharua Ayutthaya Branch,3) compare
levels of satisfaction of customers using banking services of Bangkok Bank Public Company Limited
Tharua Ayutthaya Branch categorized by the customers’ personal factors of Bangkok Bank Public
Company Limited Tharua Ayutthaya Branch 4) compare levels of satisfaction of customers using
banking services of Bangkok Bank Public Company Limited Tharua Ayutthaya Branch categorized
by their service usage behaviors. The data was gathered from 250 people using services and analyzed
by computer using statistical methods of percentage, mean, and standard deviation. Differences were
compared using t-test. One-Way ANOVA was performed with F-test, and their differences were
classified in pairs with LSD method at the significance level of 0.05

The results are as follows:

1. Most customers’ using banking services were female, ages between 36-45 years old
;married, levels of highest education were Bechelor Degree, service usage behaviors indicated that
reasons for the customers using the services included convenience in terms of the locations being near
their dwellers or workplaces. Frequency of service usage per month was mostly once or twice a
month. Most customers used teller services. The majority of the customers had used the services for
1-2 years or longer. Primarily, the time that the customers used the services was between 13:01- 14:30

2. The satisfaction levels of customers who used banking services of Bangkok Bank Public
Company Limited Tharua Ayutthaya Branch were overall at high levels in all aspects: equipment,
staff providing services, place/location and service process.

3. The comparison of satisfaction level of customers using banking services of Bangkok
Bank Public Company Limited Tharua Ayutthaya Branch categorized by the customers’ personal
factors, it was found that difference in status showed different levels of satisfaction in equipment
aspect . The customers who were different in terms of education levels showed different levels of
satisfaction in service process, equipment and place/location. Differences in occupation showed
difference in satisfaction in place/location. Difference in monthly income showed difference in
satisfaction in staff providing services and equipment aspect.

4. The comparison of satisfaction level of customers using banking services of Bangkok
Bank Public Company Limited Tharua Ayutthaya Branch categorized by service usage behaviors, the
customers having difference in terms of frequency of service usage and custom periods had difference
in their levels of satisfaction in staff providing services and service process. Difference in time when
the customers using banking services had indicated satisfaction level of customers in staff providing

services.





