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ABSTRACT
197524

This independent study aimed to study customers’ satisfaction towards the use of
Automatic Deposit Machine Services of bank of Ayudhya Public Company Limited in Samut
Sakhon province. The data was collected from 400 questionnaires of the sample group which
were the customers of 3 branches consisting of Samut Sakhon, T.Rat Banchop branch and
Klongkhru Samut Sakhon sub branch. The answerers used Automatic Deposit Machine Services
and had the book bank. Descriptive Statistics consisting of frequency, percentage and mean, was
used to analyze the data.

The study found that majority of the answerers were female, aged between 26-35 years
old, graduated Bachelor Degree. Their income was 10,001-20,000 baht/month from their works -
officers or employee in companies or enterprises. They have been the customers of this bank for

1-3 years, the most frequent service they use was to deposit. They use Automatic Deposit
Machine Services 1-4 times a month during 08.01-11.00 o’clock and the service they often use is
to deposit.

Factors of marketing mix, in general, the answerers were very satisfied. The factors were
as follow: Productivity and quality factors, the answerers considered the less time of service
compared with another way. Product factor, they considered the quickness of service. Place
factor, the convenient location of Automatic Deposit Machines in branches was considered.
Physical evidence factors, the letters showing on the screen of Automatic Deposit Machine which
were clear, were considered. Process factor, corrected currency of Automatic Deposit Machine.
Promotion factor, the service manual adjoining the Automatic Deposit Machine which had the
easy explication made them satisfied. People factor, they satisfied on the politeness and good
relationship of the officers. Price factor, the fee for transference money to another bank by using
the machine was less than another such as by counter service of the bank.

The problems of using Automatic Deposit Machine Services of the bank, found that the
answerers signified in medium level. The problems were respective as follow: Place factor, the
answerers couldn’t use any Automatic Deposit Machines in branches after working hours or in
holiday. Price factor, they didn’t know the service fee before using. Problem of promotion factor
was the lack of Public Relations about service information. Product factor, the limited credit for
service made them not satisfied. Productivity and quality factor, the machine often closes. Other
problems which were unimportant including physical evidence factor, the printing ink onto the
bill was not clear. Servicing process factor, the unclear explication for using was difficult to read

and understand. And people factor, the last factor, the officers had not enough knowledge to give

them the answers and solve the problems.





