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50601623 : MAJOR : PUBLIC AND PRIVATE MANAGEMENT
KEY WORDS : CUSTOMERS' SATISFACTION / BANK SERVICE SYSTEM

KOMOL PANJAM : FACTORS AFFECTING CUSTOMER’'S SATISFACTION
TOWARDS SERVICES OF BANK AGRICULTURE AND AGRICULTURAL COOPERATIVES
(BAAC) PRACHUAP KIRI KHAN BRANCH, PRACHUAP KIRI KHAN PROVINCE.
INDEPENDENT STUDY ADVISOR : ASST.PROF.SUTHAM RATTANACHOT, Ph.D. 94 PP.

This research was conducted for studying bank service systems, levels of
customers’ satisfaction toward bank services, and testing hypothesis on the relation between
levels of customers’ satisfaction and personal socio- economic statuses of customers’ such
as gender, age, education, occupation, income, etc. This research had collected the data by
guestionnaires through 200 samples who were randomly sampling from customers of the
Bank. In analyzing the data, frequency, percentage, mean, and standard deviation had been
employed to use in describing sample characters and testing hypothesis with one way
ANOVA and using scheffe’'s test for mean pair comparing. This research found that there
were 2,130 peoples came to be customer of the bank during 1- 28 February 2009; 29.86 %
came to loan service, 38.73% came to account service, 14.79% came to insurance, service
and 16.62% came to other services. The 200 peoples had been drown as sample of the
study. Most of them were male with 40-49 years of age haring primary education or below.
Most of them were working as agriculturists and having average income about 5,000 baht /
month or below. The average of customers’ satisfaction was in “high” and “high” in every
category, such as reception, operation, place and equipment services. To test hypothesis, it
was found that education was significantly affecting customers’ satisfaction at 0.05, but other
hypothese were not able to accept. It meant that education was only one factor affecting the
customers’ satisfaction in a way such that education varied inversely with customers’
satisfaction.

Program of Public and Private Management Graduate School, Silpakorn University ~ Academic Year 2009
Student's SIgNALUIE..........eveeeieeeii i
Independent Study AdVISOr'S SIGNAtUIre............ccccviiiieriieeee e
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