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ABSTRACT

The objective of this independent study was to study the customers satisfaction
towards micro branch services of Bangkok Bank Public Company Limited in Bangkok
Metropolitan. Total sample of 360 customers were convenient sampling from customers who
used the services of 6 Micro Branches in Bangkok. Data were analyzed using descriptive analysis
and presented in the form of frequency, percentage and mean value.

Results showed that majority of respondents were female aged between 25-34
years old. Most of them were single, private enterprise employees, bachelor degree graduated
with monthly income between 10,000-25,000 Bath. Respondents further stated that on previous
month, they used services from the bank only one time. They knew that Micro Bank open daily in
the shopping center from 10.00 am - 20.00 pm oftenly, they came to the Bank during 17.01 -
20.00 pm and used the deposit servige or withdraw their money. Most of them required that the

bank should provide them with the efn:ponee service evaluation form.
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Regarding the expectation from customers, most respondents had a high level
expectation of services quality at Micro Bank which were the assurance, responsiveness,
reliability, empathy and tangibility, respectively.

Results on customers perception to the Micro Bank services, respondents
perceived the services quality to be at a high level with respect to reliability, assurance,
tangibility, responsiveness and empathy.

Results on comparison between customers expectation and perceptions,
indicated that most respondents were satisfied with overall services of the Micro Bank except for

the empathy.



