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ABSTRACT

This study is to describe and compare customers’ characteristic and satisfaction level
between branches inside and outside department stores; and to analyze factors that influence
Krung Thai Bank’s customers service usage. The study employs z statistic test to compare
customers’ satisfaction between branches inside and outside department stores, and employs
multiple regression model equation called ANCOVA Model to analyze factors that influence
bank’s customers service usage as it contains both quantitative and qualitative variables. The
study uses primary data collected from sample survey. The results are as follows:

A comparison of customers’ characteristic and satisfaction level between the inside
and outside department stores of bank branches, by using 0.05 statistical significance level
concludes that bank customers are significantly different by age, education level, income, number
of services used, and total scores of satisfaction.

The analytical findings of factors influencing Krung Thai Bank’s customers service
usage show that first three in dependent variables that most influent services usage are: Gender,
education, and income. The study also reveals that female customers use more bank services than
male customers e.g. 15.735 times per year. The analysis of marginal effect of education estimates
a decrease in the number of services used by 3.106 times per year, following an additional year of
customer’s education level. The marginal effect of the increased income by 1,000 baht per year

will result in an increase in the number of services used by 0.517 time per year.
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ATHNANUIN 1 LAAINAMTNATOUANVUANAITEHINANRATVDIANHULAN YOI

woninumanluiaassndual maain 19 Microsoft Excel

z-Test: Two Sample for Means

z-Test: Two Sample for Means

au (1) uanuy Tuyfrs 1z lAiadNo(uIidau) uanyy T
Mean 28.1566 32.0804 Mean 10635.2525 13616.8492
Known Variance 134.3459 180.1248 Known Variance 189171991.6 198955100.9
Observations 198 199 Observations 198 199
Hypothesized Mean Difference 0 Hypothesized Mean Difference 0
z -3.1180 z -2.2038
P(Z<=z) one-tail 0.0009 P(Z<=z) one-tail 0.0138
z Critical one-tail 1.6449 z Critical one-tail 1.6449
P(Z<=2) two-tail 0.0018 P(Z<=2) two-tail 0.0275
z Critical two-tail 1.9600 z Crtical two-tail 1.9600
z-Test: Two Sample for Means z-Test: Two Sample for Means
AUMIANE1 (1) uanu Turw FUTUAIOATDEN 1 A Aa) uanuw Tusw
Mean 16.0707 16.8593 Mean 4.0556 5.4824
Known Variance 9.2945 8.2932 Known Variance 33.1289 43.5237
Observations 198 199 Observations 198 199
Hypothesized Mean Difference 0 Hypothesized Mean Difference o
z -2.6491 z -2.2965
P(Z<=z) one-tail 0.0040 P(Z<=z) one-tail 0.0108
z Critical one-tail 1.6449 z Critical one-tail 1.6449
P(Z<=2) two-tail 0.0081 P(Z<=2z) two-tail 0.0216
z Critical two-tail 1.9600 z Critical two-tail 1.9600
z-Test: Two Sample for Means z-Test: Two Sample for Means
14.1 Wi wusriuasmaaghawan iRy uany Tusi 14.2 IHUSNTSAI0RTINOAAITIAT uanf Tusig
Mean 3.5657 3.8844 Mean 3.6162 3.8844
Known Variance 0.4195 0.5876 Known Variance 0.4001 0.6684
Observations 198 199 Observations 198 199
Hypothesized Mean Difference 0 Hypothesized Mean Difference 0
z -4.4762 z -3.6575
P(Z<=z) one-tail 0.0000 P(Z<=z) one-tail 0.0001
z Critical one-tail 1.6449 z Critical one-tail 1.6449
P(Z<=z) two-tail 0.0000 P(Z<=2z) two-tail 0.0003
z Critical two-tail 1.9600 z Critical two-tail 1.9600
z-Test: Two Sample for Means z-Test: Two Sample for Means
14.3uarlaldns=Aasasusulatviims uaAYIW Tuniw 14.4 badnsliamnanuanmdiudas  uanwo Turirg
Mean 3.6515 3.8744 Mean 3.7879 3.9749
Known Variance 0.3703 0.6559 Known Variance 0.4116 0.5499
Observations 198 199 Observations 198 199
Hypothesized Mean Difference 0 Hypothesized Mean Difference 0
z -3.1006 z -2.6873
P(Z<=z) one-tail 0.0010 P(Z<=2) one-tail 0.0036
z Critical one-tail 1.6449 z Critical one-tail 1.6449
P(Z<=2z) two-tail 0.0019 P(Z<=2) two-tail 0.0072
z Critical two-tail 1.9600 2z Critical two-tail 1.9600

AU INMTAIUIN
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z-Test: Two Sample for Means

z-Test: Two Sample for Means

151 Gmishiusnrsauadunau-wada uanw Tusr 15 25za238 2 Tun s s s yunwanzas uaAANW Turf
Mean 3.4040 4.0553 Mean 3.3535 3.8593
Known Variance 0.4755 0.608 Known Variance 0.5038 0.7478
Observations 198 199 Observations 198 199
Hypothesized Mean Difference 0 Hypothesized Mean Difference 0
z -8.8160 z -6.3709
P(Z<=z) one-tail 0.0000 P(Z<=z) one-tail 0.0000
z Critical one-tail 1.6449 z Critical one-tail 1.6449
P(Z<=z) two-tail 0.0000 P(Z<=2) two-tail 0.0000
z Critical two-tail 1.9600 z Critical two-tail 1.8600
z-Test: Two Sample for Means z-Test: Two Sample for Means

15.40gtnsed tna Tulatdusio uan {uso

15.3dfuaaulunysiusmstiaTuawnzas: uanuis Tusf uaziinowalumsivyinis

Mean 3.3737 3.8995 Mean 3.2374 3.8492
Known Variance 0.5398 0.5555 Known Variance 0.6693 0.6842
Observations 198 199 Observations 198 199
Hypothesized Mean Difference 0 Hypothesized Mean Difference 0

z -7.0780 Z -7.4100

P(Z<=z) one-tail 0.0000 P(Z<=z) one-tail 0.0000

z Critical one-tail 1.6449 z Critical one-tail 1.6449
|P(Z<=2) two-tail 0.0000 P(Z<=2) two-tail 0.0000

z Critical two-tail 1.9600 z Critical two-tail 1.9600

z-Test: Two Sample for Means z-Test: Two Sample for Means

15 5fhansrrs waanstd  UAAWIT Tuyiw 16.1dvidoamiusaiininig uanHI Tusig
Mean 3.4495 3.9045 Mean 3.3485 3.2412
Known Variance 0.5025 0.6323 Known Variance 0.5429 1.2951
Observations 198 199 Observations 198 199
Hypothesized Mean Difference 1] Hypothesized Mean Difference 0

z -6.0189 rz 1.1154

P(Z<=z) one-tail 0.0000 P(Z<=z) one-tail 0.1323

z Critical one-tail 1.6449 z Critical one-tail 1.6449

P(Z<=2) two-tail 0.0000 P(Z<=2) two-tail 0.2647

2z Critical two-tail 1.9600 z Critical two-tail 1.9600

z-Test: Two Sample for Means z-Test: Two Sample for Means

16_2a07uViazan (Buzilioy van Tusi 16 3aauidaua @ Indauwin zay yanuig Tusiw
Mean 3.4192 3.8693 Mean 3.3030 3.9246
Known Variance 0.4985 0.6495 Known Variance 0.5879 0.6155
Observations 198 199 Observations 198 199
Hypothesized Mean Difference 0 Hypothesized Mean Difference 0
Z -5.9203 Zz -7.9835
P(Z<=z) one-tail 0.0000 P(Z<=z) one-tail 0.0000
z Critical one-tail 1.6449 z Critical one-tail 1.6449
P(Z<=z) two-tail 0.0000 P(Z<=z) two-tail 0.0000
z Critical two-tail 1.9600 z Critical two-tail 1.9600
z-Test: Two Sample for Means z-Test: Two Sample for Means

17 lagamwsaudesmavinuazunifowa  uanwiy Turo
16.4i3aasmsiaona uanu Turiw Ianinmislaiimsaglussdula
Mean 2.5101 3.8744 Mean 3.7374 3.8844
Known Variance 0.8808 0.6559 Known Variance 0.3266 0.5573
Observations 198 199 Observations 198 199
Hypothesized Mean Difference 0 Hypothesized Mean Difference 0
Z -15.4523 z -2.2043
P(Z<=z) one-tail 0.0000 P(Z<=z) one-tail 0.0137
z Critical one-tail 1.6449 z Critical one-tail 1.6449
P(Z<=z) two-tail 0.0000 P(Z<=2z) two-tail 0.0275
z Critical two-tail 1.9600 z Critical two-tail 1.9600
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dan TagldTl5unsy SPSS

Variables Entered/Removed”

Model

Variables Entered

Variables Removed

Method

ﬂu'ln’(ﬂummiaﬁ). O TUNN,

e, msdnm(il), ag()?

Jang()

REGRITHRL]

|Enter

Backward
(criterion:
Probability of F-
to-remove >=
.100).
Backward
(criterion:
Probability of F-
to-remove >=
.100).

a. All requested variables entered.
b. Dependent Variable: Smnuafovilauinis(aail)

AU INMTAIUIN
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1151

134 SPSS

Model Summary"

Change Statistics
Adjusted R | Std. Emmor of the | R Square Sig. F Durbin-
|Model R R Square | Square Estimate Change | F Change dft df2 Change Watson
1 K2V 507 465 27.4021917 507 12.118 5 59 .000
2 708" 501 468 27.3308342 -.006 688 1 59 410
3 .700° 491 466 27.3821378 -.010 1.229 1 60 272 1.519

a. Predictors: (Constant), nald(Wuinwsiafl), aanunw, wid, nsdnen(il), ane(f)

b. Predictors: (Constant), Muld(Wuumeafl), aaunw, twa, msd@nun(tl)
c. Predictors: (Constant), nald(Wuinmedail), iwa, madnen(fl)
d. Dependent Variable: smnuafafilihsns(dat)

AW 1INMTATUIN
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AMIIIAARUIN 4 HANTIATIZH Analysis of variance YDIUUUTIADINANDOLTIFOU A11IN

TagldTalsunsy SPSS

ANOVA‘

Model Sum of Squares df Mean Square F Sig.

1 Regression 45496.473 5 9099.295 12.118 0008
Residual 44301.927 59 750.880
Total 89798.400 64

2 Regression 44979.930 4 11244 .982 15.054 000"
Residual 44818.470 60 746.975
Total 89798.400 64

3 Regression 44061.730 3 14687.243 19.589 0009
Residual 45736.670 61 749.781
Total 89798.400 64

a. Predictors: (Constant), mer'léi(Wurnweail), daunn, Lne, maAn=(0), ane (i)

b. Predictors: (Constant), e'ld(Wuunngail), aounw, tnd, asdAne (i)
c. Predictors: (Constant), Me'lé(Wunmsail), wwea, nsdne(il)

d. Dependent Variable: a1uuaieiildiinis(dail)
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Tusunsu SPSS

Coefficients®
Standardized
Unstandardized Coefficients | Coefficients Collinearity Statistics
IModel B Std. Emmor Beta t Sig. Tolerance VIF
1 (Constant) 18.141 34.479 526 601
1] 18.646 7.801 228 2.390 .020 918 1.090]
danuaw 19.754 14.330 184 1.379 173 472 2120
ag(d) 420 507 116 .829 410 425 2.352
nsdnm(l) -3.253 1.308 -279 -2.487 .016 666 1.502
Nulda(Wurnwsail) 520 072 722 7.199 .000 .832 1.202
2 (Constant) 42.050 18.866 2.229 .030
WA 17.120 7.561 208 2.264 027 972 1.029
#0UNIN 11.939 10.768 A1 1.109 272 831 1.204
nsdnm(Tl) -3.626 1.225 -31 -2.960 .004 755 1.324
Nuld(Wuuveail) .531 .071 737, 7.495 .000! .860] 1.162)
3 (Constant) 46.036 18.555 2.481 .016
WA 15.735 7.471 193 2.106 .039 .999 1.001
misdnm(il) -3.106 1.133 -.266 -2.740 .008 885 1.130
Nola(Wuumeiail) 517 .070 719 7.400 000 .885 1.130

a. Dependent Variable: Smnuaiaviliuinis(sail)

NI: 1INMTAIUIN
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