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ABSTRACT

The objective of the independent study was to study the customer’s satisfaction
towards the services of Bank of Ayudhya Public Company Limited, Thanon Chotana, Chiang
Mai branch. The data collection, based on convenience sampling, was done by distributing
questionnaires to 320 customers. Then, the narrative analysis, which consisted of frequency,
percentage, and mean, was applied in order to analyze data.

According to the study, the majority of respondent were single female. Most of
them were in the age between 31-40 years old with the Bachelor’s Degree. They were mostly
had the career as employees/officers who earned 5,000-15,000 baht for their salaries. It was
revealed that the service they mostly used was the Deposit Service. The frequency in using the
service was 1-2 times per month and Monday was the day that they usually came to the bank.

Here were the results of the comparison of customer’s satisfaction towards the
services of Bank of Ayudhya Public Company Limited, Thanon Chotana, Chiang Mai branch.

Regarding to the pre-Deposit Services, the customers paid high expectation in
terms of Process, People, Product, Physical Evidence and Presentation, and Place. But, in terms

of Promotion, and Price, they were rated at the medium level of expectation orderly..



However, the results of customer’s satisfaction towards the post-Deposit Service
were shown differently as follows. The highest satisfaction was rated for the Process term,
while the medium level of satisfaction was rated for the terms of People, Product, Physical
Evidence and Presentation, Promotion, Place, and Price orderly..

Regarding to the pre- Money Transfer Services, the customers paid high
expectation in terms of People and Process, Physical Evidence and Presentation, Product, and
Place. But, in terms of Price, and Promotion, they were rated at the medium level of expectation
orderly..

However, the results of customer’s satisfaction towards the post-Money Transfer
Services were shown differently as follows. The highest satisfaction was rated for the Product,
Process, and Physical Evidence and Presentation terms, while the medium level of satisfaction
was rated for the terms of People, Place, Price, and Promotion in orderly.

Regarding to the pre-Bill Payment Services, the customers paid high expectation
in terms of Product, Process, People, Physical Evidence and Presentation, Place, Price, and
Promotion orderly..

However, the results of customer’s satisfaction towards the post-Bill Payment
Services were shown differently as follows. The highest satisfaction was rated for the Process
term, while the medium level of satisfaction was rated for the terms of Product, Physical
Evidence and Presentation, Place, Price, People, and Promotion in orderly.

Regarding to the pre-A.T.M/Visa Electronic Cards Services, the customers paid
high expectation in terms of Place, People, Process, Product, Price, and Physical Evidence and
Presentation. But, in term of Promotion, it was rated at the medium level of expectation.

However, the results of customer’s satisfaction towards the post-A.T.M/Visa
Electronic Cards Services were shown differently as follows. The highest satisfaction was rated
for the Product term, while the medium level of satisfaction was rated for the terms of Place,
Process, Price, People, Physical Evidence and Presentation, and Promotion orderly.

Regarding to the pre-Loan Services, the customers paid high expectation in terms
of Place, People, and Process. But in terms of Physical Evidence and Presentation, Product,

Promotion, and Price, they were rated at the medium level of expectation in orderly.



However, the results of customer’s satisfaction towards the post-Loan Services
were shown differently as follows. The highest satisfaction was rated for the People, Process
term, while the medium level of satisfaction was rated for the terms of Place, Physical Evidence
and Presentation, Product, Promotion, and Price orderly.

Regarding to the pre-Other Services, the customers paid high expectation in terms
of Price, Product, Process, Place, People, and Physical Evidence and Presentation. But in term
of Promotion, it was rated at the medium level of expectation in orderly.

However, the results of customer’s satisfaction towards the post-Other Services
were shown differently as follows. The highest satisfaction was rated for the Product, Physical
Evidence and Presentation, and Process, while the medium level of satisfaction was rated for the

terms of People, Place, Promotion, and Price orderly.
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