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The three objectives of the study were 1) to find out the customers’ opinions on the
service of the Tesco-Lotus Bangkapi Sub-branch of the Bangkok Bank Public
Co. Ltd. ; 2) to identify the factors contributing to their opinions on the bank’s service; and 3) to
find out the problems of the customers and to seck 'their suggestions on how to improve the
service there.

A questionnaire was employed to collect the data from 250 customers who came for
services at the Tesco-Lotus Bangkapi Sub-branch. Frequency, percentage, mean and standard
deviation were calculated to describe the data, and Pearson’s Correlation and Point Bi-serial

Correlation to test the hypotheses.

The findings were briefly stated as follows.

1. Most of the respondents were women, aged 51 or more, and were married. They had
a Bachelor’s degree and had their own business/were in small trade and had a monthly income of
not higher than 10,000 baht.

2. Most of them used the service of the Tesco-Lotus Bangkapi Sub-branch for less than
one year. They used .the services during 1.00 — 4.00 p.m. and do so 2-5 times. They used the
services there because it was near their houses/workplaces/schools or universities. They usually

used the electronic banking.
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3. Overall, the customers were véry satisfied with the bank’s service. All the four aspects
which were found to be very satisfying were equipment, service place, service staff, and service
procedures, respectively.

4, The factors significantly related to their opinions were age, period of service used,
frequency of service used, and type of services used. In contrast, the factors that had no impact
on their opinions were gender, marital status, education, occupation, income, number of years for
which the customer used the bank service and reason for using the service there.

5. Problems that the customers experienced were that there were not enough bank tellers
during some period. The staff did not seem to be friendly. The fee for inter — branch transfer was too
high. The automatic teller machines were often out of order. Lastly, there were not enough seats

in the waiting room.

Recommendations.

1. There should be a  service plan that matchés the missions and the goals of the
organization.

2. The staff should be continuously motivated to work. For example, awards should be
given every year or on continual basis, depending on the economic, social and political condition,
in order to retain the qualified human resource sustainably.

3. Public relations should be carried out to advertise the bank services continuously,

taking into account the customer’s satisfaction and needs.





