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ABSTRACT

Title : Customers’ Satisfaction of Counter Service of Thai Military Bank

Public Company Limited : A Case Study of Ladkrabang Subbranch

Student : Miss Siriporn Suprapas

Level of Study  : Master of Business Administration

Major : Business Administration

Advisor . Assistant Professor Sirijanya Kuawiriyapan

Thai Military Bank Public Company Limited Ladkrabang Subbranch was a new
bank in Ladkrabang. When compared other bank in area it had a few market share.
That was a cause to studied customers’ satisfaction of counter service of Thai Military
Bank Public Company Limited : A case study of Ladkrabang Subbranch to take results
to improve and develop service meet needs and increase market share in Ladkrabang
This case study had purpose to studied customers’ satisfaction and need of counter
service of Thai Military Bank Public Company Limited Ladkrabang Subbranch. This
case study collected data by questionnaire from 150 customers of Thai Military Bank
Public Company Limited Ladkrabang Subbranch.

Results indicated that the average respondent was a male, between 20-29 years
old and single. The average respondent had a senior high school education and the
major occupation indicated government official, had an average income per month of
5,000-10,000 baht, had a residence and office in Ladkrabang. The average
respondent had deposit account more than one type. The most frequently used saving
account and used cash services were those of deposit and withdraw. The reason
Customers came to Thai Military Bank Public Company Limited Ladkrabang Subbranch
was convenience. Customers had satisfaction on location in high level were
convenience, cleanliness, facility, interior decoration. Customers had satisfaction on
service in high level were temperament, speed and service from guard. Customers

needed location in high level were improved forms, documents and pen, needed



cleanliness, bank * s information. Customers needed service in high level were enough
pay — in window, care for safety, update book automatic machine and gueuing system.
Customers’ problems were a parking was not convenience and had not a signpost,
Automatic Teller Machine (ATM) was off - line and the small quantity of ATM, pay - in
window and bank officers. The recommendation was more public relations, to enlarge
time for service, ATM has service on 24 hours, has self service conner and update book
machine. Testing hypothesis were discover customers' satisfaction of counter service of
Thai Military Bank Public Company Limited Ladkrabang Subbranch to classify by sex,
status, salary and residence was not significantly different. Customers’ satisfaction of
counter service of Thai Military Bank Public Company Limited Ladkrabang Subbranch
to classify by branch , age, occupation, and office was significantly different.

The Researcher's recommendation to improve the bank’s service efficiency
were bank officers improve personality example were informally dressed, polite
manners, active service. Improbability service were to started on time, met customers’
need, correct and fast service. Location were clean and neatness. System was
emphasize quantity officers in Monday or Friday and a pay day and had public relation
for customers’ recommendation to enlarge time for service that it was regulations from

the bank of Thailand for improve the bank’s service efficiency.
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1 g VI 3R e v L R ANALYSIS ~ S CALE
N of Cases = £50.0
Inter-item
Correlations Mean Minimum Maximum Range
.3047 -.1296 .B8499 + 977 95
Reliabllity Coefficients 40 items
. 9460

Alpha = .9440 Standardized item alpha

(AL PHA)

Max/Min
-6.5582
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Variance
.0219
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