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ABSTRACT 

 

This independent study aimed to examine the customer satisfaction towards services of 

electronics machine Krungthai Bank Public Company Limited, Thapae branch, Mueang Chiang 

Mai District. The data were collected from 400 samples and questionnaires were used as the tool 

for data collecting. The questionnaires were analyzed to yield descriptive statistics which 

comprised of frequency distribution, percentage, and mean. 

The results of the study found that most of the questionnaire respondents were male, 

aged between 31 to 40 years old, and were native of Chiang Mai province. They had achieved a 

bachelor’s degree level of education. They were married and worked as a government/state 

enterprise officer. Their monthly income ranged from 15,001 to 20,000 baht. Krungthai Bank 

Public Company Limited Services that the respondents used were money deposit, withdraw, and 

transfer. The reasons for using services of the electronics machine were the convenience and 

speed of the transaction. They used the service of the electronics machine whenever they found 

convenience. Time that they used the electronics machine at the highest frequent was during 

14:01 to 17:00 am. The frequency of using the Automatic Teller Machines (ATM) was 1 to 2 

times per week. The frequency of using the Automatic Deposit Machine (ADM) was also 1 to 2 

time per week. The frequency of using the automatic passbook update machine was 1 to 2 times 

per week as well. 
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The questionnaire respondents were satisfied with the services marketing mix factors of 

the Automatic Teller Machines (ATM) and the automatic passbook update machine at high level 

in order as followed, the product factor, physical evidence factor, place factor, process factor, 

people factor, and marketing promotion factor, respectively.  Price was the factor that received 

moderate satisfaction level. The satisfaction with the service marketing mix factors of the 

Automatic Deposit Machine (ADM) were in high level in order as followed, the product factor, 

physical evidence factor, place factor, people factor, process factor, and marketing promotion 

factor, respectively. And, price was the factor that received moderate satisfaction level. 

It was also found that the sub-factors that received highest satisfaction level in each 

service marketing mix factors of the Automatic Teller Machines (ATM) consisted of; product 

sub-factor which were money deposit, money transfer, and bill paying; sub-factor for price was a 

reasonable annual fee; place sub-factor was the secured location; marketing promotion sub-factor 

was an advertisement through the electronics devices; people sub-factor was staff who provided 

instruction for using the electronics devices; physical evidence sub-factor was the display screen 

with easy to understand text; and process sub-factor was the reliable and trustworthy working 

system. The sub-factors that received highest satisfaction for the Automatic Deposit Machine 

(ADM) consisted of; product sub-factor was money deposit; price sub-factor was a reasonable 

annual fee; place sub-factor was the secured location; marketing promotion sub-factor was an 

advertisement through the electronics devices; people sub-factor was staff who provided 

instruction for using the electronics devices; physical evidence sub-factor was the light and color 

of the machine; and process sub-factor was the simple and uncomplicated procedures. The sub-

factors that received highest satisfaction level of the automatic passbook update machine 

consisted of; product sub-factor was updating the passbook; price sub-factor was a reasonable 

annual fee; place sub-factor were the secured location and the sufficient and convenient parking 

spaces; marketing promotion sub-factor was an advertisement through the electronics devices; 

people sub-factor was staff who provided instruction for using the electronics devices; physical 

evidence sub-factor were the light and color of the machine and the display screen with easy to 

understand text; and process sub-factor were the reliable, trustworthy, and availability of the 

working system. 

 


