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ABSTRACT

The purpose of this independent study was to study, the customer satisfaction towards
card queuing system: a case study of Ayudhya (Public) Company Iimited in Region 28. In this
study, the samples were 400 customers of Bank of Ayudhya (Public) Company Limited in Region
28. The data were collected by structured questionnaires and analyzed by using descriptive
statistics and presented in the form of frequency tables, percentages and means.

The results shown that most of the customer were female, single, aged between 20 — 30
years, private company workers, holding bachelor degrees and using the service once a month.
The most transaction was a deposit — withdrawal, during the beginning days of the month at
about 10.00 — 12.00 o’clock. The waiting time was around 4 — 6 minutes.

Regarding the product element, the total customer satisfaction had the average score at a
moderate level and the first satisfaction was the queuing card system. Regarding the people
element, the total customer satisfaction had the average score at low level and the first
satisfaction was the number of officers. Regarding the physical evidence element, the total
customer satisfaction had the average score at a low level and the first satisfaction was there were
sufficient waiting seats for customer. Regarding the process element, the total customer
satisfaction had the average score at a moderate level and the first satisfaction was the period of
waiting time of the queue service.

The queuing problem had the average score at a high level. The first problem was the

prejudicial service of the officers.



