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ABSTRACT

This study aims to examine the behavior and those personal factors influencing the level
of satisfaction of customers using the deposit services of the Thai Military Bank (Pcl.), Central
Airport Plaza branch, Chiang Mai, as well as any relevant problems they encounter. The study
collected data through the use of a questionnaire distributed to a sample group of 200 customers
who use the services of the branch.

The demographic data shows that the majority of respondents are female, between 31 and
40 years old, educated to bachelor degree level, are employees of private organizations, with an
income ranging from 10,000 to 19,999 Baht and have a deposit account at another branch - where
they have one account, mainly a savings or fixed account, which is used for the purpose of
depositing and withdrawing money. They use the services twice a month, between 14.01 and
16.00, and each transaction usually amounts to less than 10,000 Baht. The reason for using the
services at the Central Airport Plaza, Chiang Mai branch, is that it is open every day between

11.00 and 20.00, and they carrying out transactions at a counter, on their own.



Their overall level of satisfaction with the service is high, and the top three marketing
mix elements they are most satisfied with are the effectiveness of the services and the quality, the
service personnel and the products provided, respectively.

The study into the relationship between personal factors influencing satisfaction with
marketing mix of the services in eight aspects to the significance level of 0.05 found that age has a
significant relationship with satisfaction with servicing processes and effectiveness and quality,
that occupation has a significant relationship with satisfaction with location, and that monthly
income has a significant relationship with satisfaction with servicing processes.

The five major problems these customers encounter are that the number of branches in
the malls in Chiang Mai does not meet their needs, they do not know that there is a branch located
in the mall, it is difficult to find the location of the branch at Central Plaza Chiang Mai Airport, a
type of deposit accounts do not fit their needs, and they do not know how to fill in a slip and

which slip is for which transaction as there are no samples, respectively.



