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ABSTRACT

This study aimed at studying customer satisfaction towards service quality of Bank for
Agriculture and Agricultural Cooperatives, Chiang Mai branch. Data were collected by
questionnaires distributed to 400 samples, who were the customers of the Bank for Agriculture
and Agricultural Cooperatives, Chiang Mai branch. Data analysis was conducted by the use of
descriptive statistics, consisting of frequency, percentage and mean.

The findings presented that most respondents were married female, aged between 40-54
years old, with undergraduate level of education. They mostly had their own business/were the
business owner and earned income at the amount of 10,001-30,000 baht. They had been the
customer of the studied bank for 4-7 years. They usually took Deposit services from the bank, at
the average frequency of 1-5 times per month, especially on Monday at 13.01-14.30 hrs.

The studied results on customer satisfaction towards service quality of the bank showed
that the respondents satisfied with service quality of the bank at high level in the overall view.
When considering the satisfaction given to each factor, the results indicated that the high
satisfaction was given to factors namely Reliability, Courtesy or Politeness and Friendliness,
Responsiveness, Creditability, Competence, Security, Tangibility, Communication, and
Understanding/Knowing Customers, respectively. However, the satisfaction towards Access the
Customer factor was ranked at the moderate level.

Problems in providing services that the respondents got from the bank were insufficient

and broken seats for waiting customers, insufficient service counters to the numbers of customers,



insufficient numbers of staff to serve customers, long period of time to be spent in queue,
insufficient space at improper location where the respondents found difficult to park the cars,
having no security guards and insufficient toilets.

The comparative study on the varied satisfaction of 2 groups of customers, as classified
by duration of being customers: less than 4 year-group and over than 4 year-group, towards the
service quality of the bank indicated that the satisfactions of these groups were varied, especially
on Creditability, Competence, Courtesy or Politeness and Friendliness, Communication, Security,
Understanding/Knowing Customers and Tangibility factors; but for other factors, the satisfactions
of these groups were similarly ranked at 0.05 level of statistical significance.

The comparative study on the varied satisfaction of 2 groups of customers, as classified
by frequency in taking services per month: less than 10 time-group and over than 10 time-group,
towards the service quality of the bank indicated that the satisfactions of these groups were
varied, especially on Creditability, Competence, Security, and Tangibility factors; but for other
factors, the satisfactions of these groups were similarly ranked at 0.05 level of statistical
significance.

The comparative study on the varied satisfaction of 2 groups of customers, as classified
by days that the customers came to take services at the bank: Mondays and Fridays group and
Tuesdays to Thursdays group, towards the service quality of the bank indicated that the
satisfactions of these groups were varied, especially on Creditability and Reliability factors; but
for other factors, the satisfactions of these groups were similarly ranked at 0.05 level of statistical

significance.



