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ABSTRACT

The objectives of this study were to investestigate : 1) service provision of the Bank for
Agriculture and Agricultural Cooperatives, Maejo branch, Chiangmai province.; 2) Personal
factors effecting service quality and; 3) market mix factors (3P’s) effecting client satisfaction with
services of the Bank for Agriculture and Agricultural Cooperatives, Maejo branch, Chiangmai
province. A set of questionnaires was used for data collection administered with 400 clients of the
bank.

Results of the study revealed that most of the respondents were male, aged 20-29 and 40-
49 years, and farmers. Their average monthly income was 5,001-10,000 baht. Their highest
educational attainment was bachelor’s degree and followed by elementary school.

It was found that the respondents had a highest level of satisfaction in 4 out of 5 aspects
‘namely : image, trustworthy confidence, and car-taking. For market mix factor, the respondents
‘had a highest level of satisfaction in 3 out of 7 aspects namely : staff, process, and physical
aspect. Based on hypothesis testing, it was found that age had an effect on satisfaction on
trustworthy, responsive to clients, confidence, and care-taking Occupation had an effect on
satisfaction on image. Market mix factors ie. staff, process, and physical aspect had an effect on a
high level of satisfaction with service quality of the bank for Agricultural and Agricultural

Cooperatives.





