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ABSTRACT

The purpose of this research is to study customer satisfaction towards service
quality of Bank for Agriculture and Agricultural Cooperatives, Sameong Branch, Chiang Mai
Province. Data collection was done by using questionnaires. The samples of this research were
323 customers of the bank. Data were analyzed by employing descriptive statistics such as

frequency, percentage and mean.

The results showed that most respondents were married, agriculturists, male with
age between 25 and 35, educational degree of diploma or high vocational certificate, and monthly
income less than 10,000 baht. They had been the customers of the bank three years for about one
to and the services used were bank deposit and bank loan. They visited the bank once to five

times a month and usually on Monday from 8.30 — 10.30 a.m.

For customer satisfaction towards the service quality of Bank for Agriculture
and Agricultural Cooperatives, Sameong Branch, Chiangmai Province, the respondents were
satisfied with all aspects at high level: confidence and trust, ability in delivering service,
credibility, hospitality, politeness or friendliness, ability to respond to customer need,
understanding and customer recognition, interpersonal communication, security, ability in making

service recognizable and customer approaching, respectively.



In terms of confidence and trust, the first two highest satisfaction went to the
following matters. The bank officers who provided service were honest, trustworthy and reliable.
Next, the customers felt confident when they used bank credit, bank deposit, and other banking
services.

In term of ability in delivering service, the first two highest satisfaction went to
the following matters. The officers who gave service had good knowledge of rules, regulations
and working procedures as well as were able to deliver good services. Next, they had skill and
expertise in delivering specific services. For example, business development officer were an
expert in bank credit service and financial officer were skillful in bank deposit service.

In terms of credibility, the first two highest satisfaction went to the following
matters. Bank for Agriculture and Agricultural Cooperatives, Sameong Branch, Chiangmai
Province was a bank with trustworthy reputation. Next, the bank always conducted a survey on
customer needs and improved its customer services constantly.

In term of politeness or friendliness, the first two highest satisfaction went to the
following matters. The bank officers had good human relation with customers and were friendly
and cheerful. Next, they spoke politely, pleasantly and appropriately to customers.

In term of ability to respond to customer needs, the first two highest satisfaction
went to the following matters. The bank officers were well prepared and willing to provide
services. Next, the bank officers could deal with problems immediately and quickly as customers
requested.

In terms of understanding and customer recognition, the first two highest
satisfaction went to the following matters. The bank officers understood what customer needed.
Next, the bank officers were able to recognize every single name of individual customers.

In term of interpersonal communication, the first two highest satisfaction went to
the following matters. The bank officers could explain clearly and sometimes in local language.
Next, they gave accurate and easy-to-understand information to customers.

In term of security, the first two highest satisfaction went to the following
matters. Precaution notices were clearly presented on the wall such as warning sign of fraud.

Next, customer property put in the bank were safe.



In term of ability in making services recognizable, the first two satisfaction went
to the following matters. The name of the bank — Bank for Agriculture and Agricultural
Cooperatives — and its logo were easily to be recognized and memorable. Next, the bank officers
always greeted customers by words, wai (paying respect by putting two hands together) or smile.

In term of customer approaching, the first two highest satisfaction went to the
following matters. Steps in giving services took little time and service counters were adequate so
customers did not have to wait for a long time. Next, customers were able to call for services form
the bank officers conveniently and easily. For example, customer could do mortgage payment and

cash deposit at customer places.



