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ABSTRACT

At present, commercial banks are competing freely with each other. They all put an
importance on product quality and good services as their effective selling point, contributing to
the stability of the bank. Bank of Ayudhya Public Company Limited is a commercial bank which
plays an important role in the world of finance and has been established for over 64 years. Bank
of Ayudhya Public Company Limited currently has 29 branches in total in Ladkrabang district
and Samutprakam province. Such growth of the bank is due to the economic boom from the
opening of Suvarnabhumi Airport which is likely to be developed as a new economic zone
inviting a number of commercial banks to meet the business growth and meet the needs of the
residents living in the area. Thus, the strategic development of products and services of
commercial banks is being taken into consideration so as to support and meet the various needs of
customers from different banks. The objective of this research is to study the attitudes and
satisfaction of customer toward Bank of Ayudhya Public Company Limited with a case study on
15 branches of the bank in Ladkrabang district and Samutprakam province. The sample group
consisted of 390 clients - with 195 males and 195 females.

The results of the study were that most of the sample groups were in the age range of
21 - 30 years old, single, holding a bachelor’s degree, private company employees with average
monthly income of 5,000 - 15,000 Baht, using bank services 1 - 2 times per month. The most

frequently used services are money deposit, withdrawal, and transfer within the bank. The reason

3



for using the services is convenience for travelling: near home and workplace. The time taken to
wait for services and the time taken during each transaction is 5 - 10 minutes. The highest peak
hour is 11.31 - 13.00 P.M. The types of products used are Saving Deposit Account, Fixed Deposit
Account, and Current Deposit Account. The most important reason for using these services at the
bank is the bank’s reputation and creditability. The following are the attitudes of the sample
groups towards the products and services of the bank. Regarding the product quality, it receives
an agreement for the first three ranks which are the variability of the products for investments, the
suitability of the products for use and the worthwhile benefits to be gained from the investments.
For the factor of product prices, the client attitude shows agreement level in the appropriateness
of the prices for investments, the suitability of deposit interest rate, loan interest rate, and services
fee. In the aspect of the location, the agreement level falls on the factors of hygienic place, safety,
branch size, and the interior design. The location makes it convenience for travelling. The
installation of automatic machines is sufficient for the service provisions. Regarding marketing
promotion, the agreement level includes the variability of marketing promotion activities, the
offering of gifts for customers who open their accounts, the convenience in receiving bank
information from the media. Pertaining to the personnel aspects, the agreement level of attitude
falls on the neat and clean uniform of the bank staff, the equal treatment rendered to customers,
the readiness and agility in providing services, the versatile knowledge in the products and service
systems. Regarding the bank procedures, the clients agree with the bank procedures which are
quick and systematic, not complicated. For the satisfaction of the sample group towards the
products anid services of the bank, it was found out that the overall satisfaction in the high level is
the aspect of location, bank personnel, and bank procedures.

The suggestions from the research are that the bank should utilize the database collected
from the majority of this sample group in order to present the products which satisfy the needs of
the target customers as well as expand its customer network for increased use of bank service
such as the implementations of the credit service and insurance service provisions. In addition, the
bank should provide more staff for services during 11.31 - 13.00 P.M. which is the peak hour of
the day. The bank should also conduct research on the locations for the expansion of its branches
to meet the needs of the business areas and communities. Apart from that, the bank should invest
in full scale service so as to provide services to the target customers thoroughly and to maintain

the customers of the bank. Furthermore, the bank should invest more on automated machines to
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meet the increased volume of customers’ usage as well as provide suitable locations for speed and
convenience of the services rendered to customers under the same standard in all branches of

Bank of Ayudhya Public Company Limited.
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