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The purposes of this research were find out 1) customers’ satisfaction with
services of the Bank for Agriculture and Agricultural Cooperatives, Ratchburi Branch and
2) problems and suggestions for service improvement. The data was collected by means of
questionnaires from 400 samples of customers selected by multi-stage sampling, and analyzed
by the SPSS/PC". The statistics used were percentage, frequency, mean, standard deviation, and
weight mean score.

The results revealed that most customers were females, 41-50 years old, 45.8%
had finished a primary school, 67.3% used deposit services, 46.8% used saving services, 30.8%,
have been the bank’ s customers for 6-10 years, 90.8% were most acquainted with deposit
services and 90.0% with loan services.

The customers’ satisfaction was studied in 3 aspects: personnel, servicing, and
place and facilities. In the aspect of personnel, the customers’ satisfaction was based on
friendliness, politeness, and being well-dressed. In the aspect of servicing, the customers were
satisfied with the personnel’s enthusiasm, knowledge, fast services and being good consultants.
In terms of place and facilities, the customers were satisfied with cleanliness and tidiness of the
building, both inside and outside, good security and convenience.

Problems of services were the personnel’s inadequate enthusiasm to provide
services, servicing taking a longer time than usual at noon, and an insufficient parking lot which

needs someone to be in charge.



