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ABSTRACT

The purpose of this study are to find out customers’ behavior in using the Bangkok
Bank Public Company services at the Superstores in Chiang Mai Province, which can be divided
into 3 categories. First to find out factors affecting the customers® choice of services. Second to
compare the kinds of bank’s services which customers use most . Third to study the perception
and problems of customers in using bank’s services. The data were collected by using 300
questionnaires surveyed from the Bank’s customers at Carrfore , Robinson and Big C Superstore
in Chiang Mai Province,

The study found that the most important factors effecting the use of the micro branch
of Bankok Bank were the convenience in the schedule and the car parking services.

As for the frequency of using counter services, the micro branch was used more than
the major bank offices, at the rate of 1-- 2 time/month. The amount of deposit and withdrawal per
time that was frequently used were 2,001 — 5,000 and 100 —2,000 bath respectively. It is also
found that most clients did not use other services except ATM box services at micro branch, at the
rate of 5 time / month. The service used was cash withdrawal and the amount most customer’s

used were 100 — 2,000 bath, For express deposit box service, cash deposit box service, passbook



update box service, from both micro and major bank branches the rate of use were zero except the
passbook update services from both branches were found at the rate of 1 — 2 time/month.

As for the problem and attitude of bank’s client concerning the counter services, it is
found that the major problem was insufficiency of service staff (only 2 person /counter) which
was reflected by 59.70 % of the respondents. Positive attitude of bank’s client in using the
services from 4 ATM box service, were satisfaction with the number of ATM machine, location,
and time - saving services, which accounted for 77.00%, 54.70% and 52.70 % respectively. For
the accuracy of service, 67.70% reported that counter services was more accurate than ATM box
service.

Ninety four percent of bank’s clients suggested that bank’s services should be
improved. Aspects to be improved include time used, ATM box services, cash deposit, and
passbook update services, which accounted for 95.50%, 66.70%, 63.30% and 75.00%
respectively.

Overall the customers know that the micro branch working hour is 11.00 AM. — 8.00
PM. everyday, which is the main reason they prefer to use services. And since all the automatic
machines were often out of order, they would rather get service from the counter. They also

suggested that the bank workers should be better trained to render better service.



