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ABSTRACT

This independent study aimed at investigating customer attitudes: knowledge/
understanding/belief feeling and action tendency towards queue card system in service process of
Thai banks. Samples of this study were identified to 200 customers of all Thai banks in Bangkok.
Questionnaires were used as the tool to collect data and the data analysis was conducted by using
descriptive statistics: frequency, percentage and mean.

Based upon the studying results, most respondents were single female, aged between
25-34 years old, holding Bachelor’s degree, working as employee/private company officer and
earning monthly income at amount of 10,001-25,000 baht in average. Date and time in taking
services from the banks were uncertain and the most favorite service that they took was Deposit-
Withdraw/Transfer/Bill Payment. Period of being customer with the bank that they took services
from was 3-5 years and the average length of time that they spent in queue was about 4-6 minutes.
In the last 6 months, the bank that they mostly took services from was Kasikorn Bank Public
Company Limited.

Hereafter were presented the results of the study on customer attitudes towards
queue card system in service process of Thai banks.

For cognitive component towards queue card system, the respondents in general got
highest cognition on the element saying that with the bank’s attempt to provide the best service,

the queue card system had been applied in all service processes to facilitate customers. In



addition, they got high cognition on how to use queuing machine; and vividly understood on
pressing the right button on the queuing machine.

For feeling component towards queue card system, the respondents ranked their
satisfaction at high level towards the clear fonts and/or figures appeared on the queuing machine’s
monitor, the high technology of queuing machine, and the clear fonts and/or figures appeared on
the queue card.

For action tendency component, the respondents certainly intended to extend the
‘customer’ status with the bank that they were taking services from and would certainly

recommend friends or fellows to get services from the same bank that they chose.



