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ABSTRACT
TE160960

This research aims to study the behavior and satisfaction of branch office employees
and customers who use the credit service of Ayutthaya Business Service Center, Thai Military
Bank PLC. The population number was 135, including 31 employees from 8 branches, 164
customers served, and 3 administrators of business service center. The instrument for data
collection took the form of questionnaire developed by the researcher. Statistical methods
employed in data analysis were frequency, percentage, mean, standard deviation, and the means
were compared using.t-test and F-test, and their differences were classified in pairs with LSD
Method.

Findings were summarized as follows:

1. 83.90 percent of branch office employees used the credit service amounted to 5-10
million baht. 45.20 percent of them invited the staff of the business service center to see the
customers within 1 week. 54.80 believed the service business center provided support at a
moderate level. Regarding the customer behavior, 56.70 percent used general credit services.
43.30 percent use the credit of 10 million baht or over. 49.0 percent responded to the service at a
moderate level.

2. The satisfaction of the branch office employees in using marketing credit services
was at a moderate level. The management processes of credits and personnel were at a high level.
The customer satisfaction in the products was at a moderate level. Their satisfaction in prices was
at a moderate level. Their satisfaction in the credit management process was at a high level. Their
satisfaction in marketing promotion was at a high level. Their satisfaction in personnel was at a

high level.
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3. The comparison of satisfaction levels in the use of credit services of the branch
office employees indicated that gender, age, marital status, education level, and job position did
not result in differences in their satisfaction lcvels, while work experience did. In terms of
customers’ satisfaction levels in using credit services, gendcr, age, marital status and income did
not result in differences in their satisfaction levels, while education level and work experience
did.

4. The comparison of branch office employees’ behaviors in using credit services and
their satisfaction levels in the amount of credit delivered, negotiation with customers, and
negotiation with customers conceming contracts irdicated that their satisfaction levels vere no.
diiferent. However, there “were differences in satisfaction levels in terms of marketing and branch
support. The comparison of the customer behaviors in using credit services and their satisfaction
levels in familiarity with the business service center employees, main services did not indicate
differznces in satisfaction levels. However, there were differences in satisfaction levels in terms

of the products, prices, credit management process, and satisfaction levels.





