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ABSTRACT

The Objectives of this thesis are to study customer service satisfaction based on the
demographic factor, determine the level of customer service satisfaction, and to compare the
customer satisfaction between the Bank bangpa-in Branch of both the Bank of Ayudhya Public
Company Limited and Bank of Siam Commercial Bank. The research was performed by using
t-test statistical technique to analyze two groups of data. The survey was conducted at the
beginning of the year 2000. The data was gathered from both banks within Amper Bangpa-in in
Ayutthaya province.

The research handed out 392 questionnaires to a random sampling of customers at both
banks. The total number combined customer based on both banks is approximately 29,000
customers. The results showed that the overall service satisfaction between the two banks is not
significantly different. The customers are very satisfied with the service provided by Bank of
Ayudhya Public Company Limited and somewhat satisfied with the service provided by Siam
Commercial Bank. The results also showed that the comparison of the overall customer service
satisfaction between the two banks based on sex, occupation and income are not significantly
different. There is , However, a significant difference in marriage status, age and education. The

General finding is that the customers are very satisfied.
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UszanuandaeiazusMveIsINSNaYE (THE PRODUCTS AND

SERVICES OF COMMERCIAL BANKING)
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2. USmMsiulenuazSantiuaay
2.1 Y33 Auto Payment / Payroll
2.2 USMITUMTLRUAIUTUIANS (Bill Payment) 14U AIFUM
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2.4 U5M3 loURUIEUY EFT./ Insdn / Insiav
2.5 VM3 TPURUYANIGITEHINTUIAT (Baht Net)
2.6 U3NT lOURUT 8808521 I19FUINS (Media Clearing)
a <3 a <3 ot a [ (% %
2.7 UTMIFIUNUNSUANTALAZAIIU IUA19D91 A
2.8 sz Touuon luiavin S/A. 1 C/A. (Auto Transfer)
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. UIMssmsoaanseting
3.1 Telephone Banking
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5.4 L/C (Letter of credit)
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(Tracking and measuring Customer satisfaction)
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MIVIM3 Taa ansa 219 F P
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11.7a74 Laasa1ﬂ1iiﬂﬂ@ﬁzﬂﬂm C - 134611071336 1.10 |3.7111.06
12.8umanldazain Tnveasa
N LA - |- 3.65/0.87|358|0.78|3.84|1.11
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