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ABSTRACT

This independent study aims to investigate the customer satisfaction towards deposit-
withdrawal banking services: a case study of the Krung Thai Bank Public Company Limited. Mae
Klong Sub Branch. The method of data collection is using the questionnaires. There are 374
respondents who are customers of Mae Klong Sub Branch. Data are analyzed and presented by
the form of descriptive statistics: frequency, percentage and means.

The study finds that most of the customers of the Krung Thai Bank, Mae Klong Sub
Branch are female, aging between 31 and 40 years old. They have a bachelor degree and work as
the government officer’s and public enterprise’s employces. Their income is between Bt. 5,001 to
10,000 per month. Most of the customers have the account with Mae Klong Sub Branch. The
reason for using the banking services is the convenience of the bank’s location. They have been
the customers for more than 4 years and regularly come to the bank on Monday, between 10.01-
11.30 am. The services that the customers use the most are deposit and withdrawal services. The
average time for a general service is 3-5 minutes and 6-10 minutes for opening a new account.

The study also finds that the respondents have a high level satisfaction towards the

Bank’s services. The details are in the following order.



Place: the respondents have a high satisfaction towards the bank’s office especially its
location; the layout, cleanliness and tidiness of the bank’s office; and the sufficient forms and the
equipments at service counters.

Process: the respondents have a high satisfaction towards the process of services,
including queuing service, convenience and rapidness of services,

People: the respondents have a high satisfaction towards the Bank’s officers including
competency in consulting services; service accuracy; clean and suitable uniforms; gentle
manners; and service-minds,

Produects: the respondents have a high satisfaction towards the types of Bank's
services, including the deposit services (saving, current and fix accounts); credit services (ATM,
transfer, credit cards) and other services.

Promotion: the respondents have a high satisfaction towards the Bank’s promotion
including the bank notices and boards, the bank’s information documents and public relation
services.

Physical Evidence: the respondents have a high satisfaction towards the Bank’s
physical appearance including the cleanliness; the modernity and availability of equipments and
technologies; facilities while waiting for a service; and the adequacy of the Bank's personnel in
service,

Price: the respondents have a moderate satisfaction towards the Bank’s services fees
including the transfer, the credit card, and interest rate while ATM’s fee 1s scored at a high

satisfaction.



