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Bank for Agriculture and Agricultural Co-operatives : A

Case Study of Ponthong Branch, Roi-et Province
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Degree : Master of Arts (Social Development)
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The study was conducted for there different objectives : 1) to measure the
customers’ satisfaction with the deposit service of the Bank of Agriculture and Agricultural
Cooperatives (BAAC), Ponthong Branch, Roi - et Province, 2) to find out the relationship
between the background variables of the customers and their satisfaction with the deposit
service, and 3) to identify the problems concerning the deposit service that affected the
customers’ satisfaction

The framework of the study include the independent variables, namely, gender,
age, marital states, education, primary occupation, household income in comparison with
the yearly expense, and type of customers; and the dependent variable was the satisfaction
with the deposit service, which consisted of 6 aspects : (1) procedures of deposit (2)
procedures of withdrawal (3) conditions for deposit / withdrawal, (4) returns (5) service
place, and (6) service employees

Accidental sampling was used to select the sample of 263 customers of BAAC,
Ponthong Branch, in Roi - et Province. An interview schedule was used to interview the
subjects of the study. Frequency, percentage, and t-test were used to analyze the data.

Findings About 52.47% of the subjects were male. About 69.96% were below 42
years old. About 63.12% were married. About 63.87% completed primary education.

About 68.06% were farmers. About 70.72% had enough income when compared with the
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yearly expense. About 76.04% had a saving account and about 23.96% had other types of
account.

The most satisfying dimension was service place, followed by deposit procedures,
service staff, withdrawal procedures, deposit/withdrawal conditions, and returns (_)_(_ =4.20,
4.19, 4.18, 4.13, 4.08 and 3.90) respectively. Overall, the customers’ satisfaction with the
BAAC service was found to be high (i =4.11).

When the hypotheses were tested, all the seven background variables, i.e., sex,
age, marital status, education, occupation, net income, and type of customers, were found
to have no relationship with the customers’ satisfaction with the deposit service.

Aithough, the customers were satisfied with the deposit service at a high level,
there was still something that needed to be improved. So the researcher made the
following recommendations.

1. The bank should reduce the deposit/withdrawal procedures in order to speed up
the service. Also, the deposit windows should be increased so that those who want to
make a deposit only do no have to stand in the same line with those who want to withdraw
money.

2. The interest rates of different deposit accounts should be revised to enable the
customers to get reasonable returns and want to use the service again. A special interest
rate may be given to the customers who deposit a huge amount of money. This will
increase their satisfaction.

3. The minimum amount of deposit should not be set for each new account.



