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By
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NOVEMBER 2002

Chairman: Assistant Professor Dr. Pattama Sitdhichai
Department/Faculty: Department of Agricultural Business Administration and Marketing,

Faculty of Agricultural Business

The purposes of this thesis were (1) to study the customer’s opinion towards the
opcration of People Bank in Amphur Muang, Chiang Mai province; (2) to evaluate the People Bank's
service quality as perceived by the People Bank’s customers; and (3) to study the customers’
suggestion on People Bank’s service. |

The data were collected by means of questionnaires from the simple random sampling
of 380 Pcople Bank’s customers, who were recent users in seven branches of the Pcople Bank;
Chaing Mai branch, Chang Phuak Gatc branch, Chiang Mai University branch, Tae Pac branch,
Tanon Tippanate branch, Nheng Hoi branch and Buak Krog Luang branch. The program of SPSS
was applicd to analyzc the data using frequency distribution, percentage, mean, t-test and One—way
ANOVA.

The rescarch results are as follows:

Most of the People Bank’s customers arc females, aged between 31 - 40 years old. The
majority of the customers hold a bachclor’s degree and the minority groups arc primary cducation

level; and they have their own businesses. Most of them are People Bank’s custorners for 9 months

and so on.
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The results of the customer’s opinion towards the operation of People Bark revealed that
most of them agreed that the People Bank’s operation of the Personal, Place, Services and Marketing,
were in the good level.

The results of the evaluation of the People Bank’s service quality as perceived by the
Pcople Bank’s customers revealed that most of them agreed that the People Bank’s service quality;
Tangibles, Reliability, Responsiveness, Assurance, Empathy and Service charge; were at a high level.

The customers’ suggestions on the People Bank’s service are as follows:

For the Personal service, the People Bank should have sufficient officers and the officers
should have well-informed in their work, deftness and enthusiastic.

For the Place, the People Bank should have spacious parking that has a cover, and
should have enough chairs for the customers. Besides this, it should have more security officers.

For the Service, the People Bank should have concise in considering credit and should
have fast deposit and withdraw service. In addition to this, it should have increase credit.

For the Marketing, the People Bank should have more advertising and more outdoor

services.



