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ABSTRACT

Nowadays Commercial Bank in Thailand adjusts the structure and management to get
more flexible in order to support an independent competition. Every Bank emphasizes on the
quality of product and service to be a selling point. As well as they are interested in taking care
customers closely (Service Best Practices). Thus the customers have more alternative of making
decision with different factors such as service fast and accurate services, service mind employees
and modern and high technology. Therefore this study aims to find out the attitudes of customers
to the bank services of Thanachart Bank Public Company Limited. The studied focus on Bangna
zone which includes of 5 districts in Bangkok and 2 districts in Samuthprakamn. The data
collection is made by doing questionnaire with 395 customers of Thanachart Bank and the data is
analyzed by descriptive statistics.

The study showed that the samples are mostly female customers at age between 21 — 30
years old, single status, level of education is undergraduates (Bachelor Degree), and employed in
private company with monthly income at baht 5,000 — 15,000, lives in rented houses, rooms and
apartments. The frequency of cash deposit and withdrawal is less than 2 times per month. The
average time of using services and waiting for service providing is less than 10 minutes per time.
Most customers always come to the bank between 11 am. - 1 pm. The study showed 3 aspects of
the significance level of customers’ attitudes to the Thanachart Bank in Bangna area. The aspect
of service and personnel showed that fast, accurate and standardized services, full — range of
financial services, service minding, dressing and uniform of employees, information and

suggestions from employees, solving problem fast and efficiency of employees have high



4%

significance level to customers’ attitudes. The aspect of place, location and facilities of branches
of the bank showed that the proper of branched location has high significance level to customers’
attitudes. The branches have medium significance level to customers’ attitudes. The aspect of
communication and public relations showed that the information providing of the bank has high
significance level to customers’ attitudes and the general information providing of the bank
products has medium significance level to customers’ attitudes.

The study also suggested that the bank should specify the aim of services providing to
employees individually in order to improve the efficiency of the services providing to all
employees. As well as it suggested that the branches location of the bank should provide
convenience to customers especially car park, location of the branches and location of ATM.
Moreover the range of services should be extended to push information reaching to the customers
such as creating promotional events and booth to build the efficiency of customers’ information

acknowledgement.
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