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ABSTRACT

The study of customer satisfaction towards Wat Dhammar Jariyapirom School-based
Banking in Samut Sakhon province used data collected by questionnaires distributed to 300
customers. The data, then, was analyzed by descriptive statistics; frequency, percentage, mean
and standard deviation.

The results of this study showed that the respondents rated their satisfaction towards
the overall marketing mix factors at a moderate level. For Product factor, they averagely rated
their satisfaction at a high level, of which the highest satisfaction was referred to the requirement
for closing an account at the time of graduation or resignation and the lowest satisfaction was
referred to the unlimited time to deposit or withdraw money at the bank in a day. For Price factor,
they averagely rated their satisfaction at moderate level, of which the highest satisfaction was the
saving interest rate in compare with the rate as defined by other banks and the lowest satisfaction
was referred to the minimum amount of depositing or withdrawing money at 1 Baht. For Place
factor, they averagely rated their satisfaction at moderate level, of which the highest satisfaction
was referred to the working hours (in the morning before the class starts and during lunch break)
and the lowest satisfaction was referred to the sufficient service counters to serve customers. For
Promotion factor, their averagely rated their satisfaction at moderate level, of which the highest
satisfaction was the clear signboard and service announcement and the lowest satisfaction was the

availability of exhibition/space to promote the school-based banking. For People factor, they



averagely rated their satisfaction at high level, of which the highest satisfaction was referred to
the polite, clean and neat dressing style of service officers and the lowest satisfaction was referred
to the enthusiasm and attendance of officers in serving customers. For Physical evidence factor,
they averagely rated their satisfaction at high level, of which the highest satisfaction was referred
to the well-proportioned interior decoration ad the lowest satisfaction was referred to the facilities
such as chairs, newspapers, and drinking water, provided to customers while they were waiting
for services. For Process factor, they averagely rated their satisfaction at moderate level, of which
the highest satisfaction was referred to the convenience in taking deposit-withdraw services and
the lowest satisfaction was referred to the availability of comment and complaint box.

Concerning on problems and suggestions obtained from respondents under the
concept of marketing mix factors, it was found that these respondents agreed that the practices
found in all factors were inappropriate. Hereafter were respectively shown the inappropriate
marketing mix factors: Process factor as for the time waiting for services, Physical evidence
factor as for the facilities such as chairs, newspapers and drinking water provided to customers
while they were waiting for services, and Process factor as for the rapid processes for depositing-

withdrawing and opening new account and closing account.



