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ABSTRACT

Title : Bank of Ayudhaya Public Company Limited’s New Image in
Attitude of Bangkok Customers

Student : Miss Thanawan Pitaksorayoot

Level of Study : Master of Business Administration

Major : Business Administration

Advisor . Associate Professor Sirijunya Kuawiriyapan

According to high competition in the commercial bank sector in Thailand, Bank
of Ayudhaya Public Company Limited (BAY) has done the Re-Brand Project aimed to
increase bank's competitive advantage and customers’ attraction. The objective of this
study is to investigate the new image of BAY in the view of branch's physical
environment, officers’ personality and service mind, duration and quality of services,
interest rate and fee, creditability and social participation from the attitude of customers
in Bangkok area. The survey is collected from 390 questionnaires and the methodology
for data analysis is conducted by using descriptive statistics on the basic data from the
samples and Chi-square statistics to analyze the relationship of variables affected the
customers' attitude toward bank’s new image.

The study found that most of sample group are female at the age around 26-35
years and have a bachelor degree and work in the private sectors with the monthly
income between 15,000-20,000 Baht. This group has been the BAY's customer for 1-3
years and their frequency of bank’s service is 2-4 times per month which most of the
transactions are deposit service. The reasons to choose BAY for financial service are
many branches and convenience to have service with not only the BAY but also other
banks.. Sample group's attitude toward new image of BAY in branch's physical
environment is in the good level in respect to many branches which cover every area
while the bank’s logo together with corporate color are more modem and attractive.

Officer's personality and service are also in the good level in term of every officers are in



corporate uniform and polite. Services' duration and quality are in the moderate level
mostly in officer service skill. Interest rate and fee are in moderate level mostly in the
competition with others banks. Creditability is in the good level in term of strong financial
security and good operating performance. The social participation is also in good level
in respect to sport and Thai tradition sponsorship. For the test of relation between
personal factor of the sample and BAY's new image, it found that sex/gender has
indifferent attitude toward new image. The range of the age is related to new image
indifferently in term of interest rate and fee. Education level is related to image
differently. Occupation is related to new image indifferently in service's duration and
quality. Income level is related to new image indifferently in branch’s physical
environment. Finally duration of being BAY's customer is related to new image
indifferently in the aspect of officer’s personality and service, services’ duration and
quality, interest rate and fee, creditability and social participation.

Suggestions from this study are the bank should review and evaluate this Re-
Brand Project regularly in order to compare the results with the project’s objectives. In
addition, BAY should set the workshop or training to educate the bank’s officers to have
more skill and service mind. Lastly the bank must have more public relation in this
project to the bank’s officers in order to create more understanding and participation

which lead to the unique and clear corporate identity.
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