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ABSTRACT
174021

The research “Behaviors and Customers’ Satisfaction toward the Bankthai Public Company
Limited aims to 1) study the behaviors of customers using banking services, 2) study levels of
satisfaction of customers using banking services, 3) compare levels of satisfaction of customers using
banking services categorized by the customers’ personal characteristics, 4) compare service usage
behaviors and personal characteristics of customers using banking services, and 5) compare levels of
satisfaction of customers using banking services categorized by their service usage behaviors. The
data ware gathered from 399 people using services at 7 branch offices in Nakhonluang District 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. Relation was
identified by chi-squares at the significance level of 0.05.

Findings can be summarized as follows:

1. The study of customers’ 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 3-4 years or
longer. Primarily, the time that the customers used the services was between 11:31 a.m. — 1:00 p.m.

2. The customers using the services had satisfaction towards banking services of Thai Bank
Public Company Limited in 4 aspects: staff providing services, service process, equipment, and
place/location, overall at high levels.

3. The customers who were different in terms of genders, ages, occupations, and statuses did

not have different behaviors in using banking services. However, the customers who were different in
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terms of levels of highest education acquired and incomes had different behaviors in using banking
services.

4. The customers who were different in terms of genders, ages, occupations, and incomes did
not have different service usage behaviors. Also, those who were different in terms of statuses and
levels of highest education acquired had different service usage behaviors in terms of custom periods
and frequency of service usage.

5. The customers having different service usage behaviors in terms of reasons for using the
services, frequency of service usage, custom periods, and the time when the customers using the

services, did not indicate difference in their levels of satisfaction towards banking services.



