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Supreeya Hongkulsup. (2009). Satisfaction of SCB Credit Card Holders in Bangkok Metropolitan Area.
Master Project, M.B.A. (Marketing). Bangkok : Graduate School, Srinakharinwirot University.
Advisor . Mister Sittakorm Choosup.

The purpose of this research was to study satisfaction of SCB Credit Card holders in
Bangkok, in six aspects ; card characteristic, benefit, fee & interest rate, convenient payment,
promotion and SCB Credit Card service under the classification of sex, age, status, educational
background, occupation, income per month, credit card type, card holding period, payment mode
and payment place.

The sampies of this research were 400 SCB Credit Card holders in Bangkok. Statistics
used to analyze the data were percentage, mean, standard deviation, t-test, One - Way Analysis of
Variance, and pair comparison by using Least Significant Difference (LSD).

The research revealed as follows:

1. The Satisfaction of SCB Credit Card Holders in Bangkok Metropolitan Area in overall
and in almast all aspects were at high level, except fee & interest rate aspect was low level.

2. There were no statisbcal significant difference in overall and each aspect. For the
aspects of cornwvenient payment, there was statistical significant difference level at 0.05 for the
safisfacton of SCB Credit Card Holder in age aspect

3. There were no statistical significant difference in overall and each aspect For the
aspects of fee & interest rate, there was statistical significant difference level at 0.05 for the
satisfaction of SCB Credit Card Holder in educational background aspect.

4. There were no statistical significant difference in overall and each aspect For the
aspects of card characlenstic, beneft, convenient payment, there were statistcal significant
difference level at 0.05 for the satisfaction of SCB Credit Card Holder in credit card type aspect.

5. There were no statistical significant difference in overall and each aspect For the
aspects of fee & interest rate, there was statistcal significant difference level at 0.05 for the
satisfaction of SCB Credit Card Holder in card holding period aspect

6. There were no statistical significant difference in overall and each aspect. For the
aspects of convenient payment, there was statistical significant difference level at 0.05 for the
sabisfaction of SCB Credit Card Holder in payment mode aspect.

7. There were no statistical significant difference in overall and each aspect. For the
aspects of SCB Credit Card Service, there was stafistical significant difference teveil at 0.05 for the
satisfaction of SCB Credit Card Holder in payment place aspect.

8. There were no stalistical significant difference of sex, status, occupation and income
~ per month in overall and each aspect.
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] o o ot =
1.2 nouinnsMbanuaaTne o
3300 LRI Tl uezaue (2546 - 209-211) nanﬁmwga'lwmmﬁh{ (Maslow ’s theory of
» o o -~ - -~ . ar oL
motivation) '1emﬁmu'ﬁaﬂﬂummmwmuuﬁﬁ %«t.ﬁanumztﬂuéﬁﬂwumnﬁn‘lﬁmga MU
e Py

1. uuwumwummmwmum-'mnm-tﬂummﬁmn"nm'luunm&qﬁ
2. ATABINIIEDAMUEALANGIINY  IRERIEUNTNIASEUANENYDEIN Y

e a il (Hierarchy of needs)
3. uyAnase: uﬂ'mmﬂﬂuﬂmmmﬁ'mrgﬂﬂﬁ wiadaguInNIINau
4 mwﬂﬂa'iﬂmnﬁmmmwaummmmammmamu.u.m m'm%'uflu‘luﬁmm*

vua U
ﬂ' L T - s " A [ :
5. yansvzGuEulsluaudBINTIEAB LB ot

5

aAMunaIn IR NNELITILEN (Self-actuabzation needs) : ATTARI U ARLDIURS AT

HTIOUIEIHAY (Self-development and realization)

e

AUNEIMIMILNtaY (Esteem needs) :

[(N3UNUB ATuRUDe Bous (Self-esteem, recognition, status)]

ATUABIMTATHEINY (Social needs) :
[n“I‘iUEIﬁU WESATILIN (Sense of belonging, love)]

T,

AUABINTIA NN URBANBUATUUAY (Safety needs) :
[ATUIUAIUATR TIUNUATAY (Security, protection)

T

bl " . - :' o » e
AUABIMIMIITIIATY (Physiological needs) : [87%1Y W1 81MA MaPaqAu WA

ADIMINIINA (Food, water, shelter and sex)]

amwdsznau 2 usesdduTwIseMudsImImunnejvannala’d
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anunnevesnalaildiatizumanudamsmaanuisgyeaniiu 5 1za0 lewn

1. amudeamTmIime (Physiological needs) 1iluanudeIntsiuiusMAeA
04309 LTU 87T BN VT ﬁagjmﬁ'ﬂ Lﬂ‘%am}mu INMLIA UALANURBINI TN

2. AAUSBINIANULRDRAILESTUAY (Safely needs) Liuanudsamifiimitanihanu
ﬁaamnﬁamwagmﬂ %augﬂﬁﬁmmnﬁuﬂﬂuﬁ"mmﬂm:ﬁnﬁgﬁu By SeInInuIuslL
MINMU ATNFBIMTISTUMILNTFUATEY AUARINMIAULREANERMNAUATIDAN ) AI0LT
TatouSmusndinie Anen arwlseanoiine mitelanatdallétizna Solideanwniiuas
Tuénadszinadan tudu

3. SINASINMNTMUAINY (Social needs) MIOAMUAINIIATININURZNIBBNIL (Love
and belongingness need) L1wW anudssmImlnuineImTiRuezmslgSuBsanuin anudaims
Lﬂuﬂﬁunﬁwmny:ﬂm: audemIRleTunsoeuty 48y Audfimunsoasumesn Nt
o pen iy &.0.8 LATasuL aenMANL 1uau

4. AINNKBINITNITUNGDI (Esteem  needs) LUUATIUABINTINITUNLAIRIUAD
(Self - esteem) AMNMUNLNA (Recognition) LRZEONUE (Status) INFINL aRaAMLIUANUN s faz
'lﬁ'ﬂﬂ'n'uEa’nﬁ’uﬁ'ﬁ:ﬁngoﬁuqﬂﬂﬂﬁu in ANUASINITIR LG TUM A TRRDGS AanudIse a3
$n&t eueninIo sousAaludny ueslidoidnsludiny fusfrusnudaantsludui 1dun
ﬁﬂuﬁﬁzﬂﬂ TOPUATIFILAY WAIIWTS LA TRIaTaiund (Duan

5. enuasamInnuEilutie (Self-actualization needs) IHUaNUABIMIGIEHDDI
UGIRZLIPAE %ﬂﬁ"'}qﬂﬂa'lﬂmmmnﬁqﬂiﬁuﬁmnﬂ11u§uﬁ%=1ﬁ'f%’uminnﬂmﬂuqﬂﬂaﬁmhr LU AU
ﬁaqmrﬁLﬁmﬁnﬂ1mmm-mlum-sﬁ'1qnﬁmnamﬂ@'i'fhﬁﬂ ﬁrﬁam?at}fnuﬁmﬁﬁ%mﬁm YRY FUM

= - v d - ' | ~ - .
AFUTONBLTUIATIURBIMT 19U saalael ARBNTINANKES AT Yigandes ueu

1.3 nnﬂﬁtﬁ BINUAMUAINNAN (Expectancy Theory)

Parasuraman, et. Al. (1988 : 16) AMUAIAN R (Expectation) VUL ﬁﬁﬁﬂﬁﬁlﬁﬁ’)ﬁu
m'mﬂﬂmmxﬁam'mﬁmmwmﬁuﬂnﬂﬁw:mmmﬁnmuiwﬂﬁumnmm?n’mfuq gnﬁ’iga
AU B ML N R BURUEIN LR BINITALANIZATIED) ua:gné"m:ﬂ::tﬁuummms%ahﬁ'w"&a
13ims TesfRupuanafimeniriteslai

Christopher, Vandermerwen, Lewis. (1996 : 125-128) 98U 2NaL2eaMUAeINT (The
Component of Customer Expectations) laun

1. VAMIANIUTRIG (Desired Service) Lﬂuﬁ;qﬁgnﬁ'}mﬁﬁﬁ”ﬁ'mﬂﬁ?u WIeUmTound
3z 1a3U %ﬁ:ﬁummmﬂuﬂﬂmmmﬁﬁuagﬁuﬂﬂuﬁmmzmuqﬂﬂa ua:mﬂm%wmgnﬁ'ﬂﬁﬂéa
13MIALGTL

2. 1ATMIiAsIne (Adequate Service) tf.lm:ﬁuéﬁqwmmm?msﬁgm‘i’w:uau?u'lﬁ
lavlaiifiannuianlinels %am’mmﬂﬂi’q‘lmzﬁuf{tﬁﬂmnmﬁufm paguIlnadomaiensas
g}‘lﬁ'ﬁmtﬂuguq
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£ .:l . . 5 g . d b 1 R
3. uimIhmeamiol (Predicted Service) urzdumilduiminansamadnezleiunn
W .ﬁl . e B A Ay :’I Jﬂ i
E’ﬂnmms'lummmdnmwuﬂ:nu@ummﬁ nMYIMINaaNIaNNenIsnLlata NG M I LS
e - ‘:1 o
T=AUNTTUIMIANIY o896
= » L F- S ol - e F -3 = =l \ 2
L aULUILENT=AUUTNINNSU TsRIN0aNIINT=a LLUI N ThnaNes 3=1d Zone of Tolerance
nﬂl - L * -9 -:i - -:'1 L e P " : + R W F =1 (]
'ﬁatﬂummzﬂummmmmwaﬂgnﬂwemu‘lﬁ[ﬂu'lumamm'luwa'l% Ltmmmm:ﬂummmg'lu
L " d : i J‘ | ¥ T F_ | . %
s=aunennIni vl gnﬂﬁtnﬁﬂdﬂnwmxﬂ:'luwﬂ'liﬂuumﬂ's

[ ATIURBINTIEIULANG
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ffp A Ligaut
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YBULANDBITL 16
aMuTuidanimAnsan
ynadandun
F- 9 d F- . n‘ 3
> vIn shiRpawa < ( Wmsaamisol
[ R ITNRMUS 0L
-3 bl .
nndsznay 3 a3nUsznaupeInuRNen R (The Component of Customer Expectations)

1.4 ﬂwnmaNamaﬁﬂuﬂmﬂaﬂmﬁufﬂnﬂ
F=4 o " e "

UNTUN TITIIGY (2530 : 55-57) ﬂir-numﬁnam:'numamﬂ@ﬁwumﬂuﬁawa'lwaaqﬂﬂa

! p L =) b Ill' o % - o W e
UONTINIZU agnuﬂw unTSluDaIUe REUANBLET  BINHANTIN yanfataniouandarinln ﬂuﬂnﬂ
- I .ﬁ. " E F— L =i e g ~ =i X [ W ﬂl
FONRIEWITIIEIIVNNLGN  TIUNIRNNTNIUATOLATIGLINY LS8N 18uwannd HeRaaITNaNan 1IN

. ar W % a Ao ‘ £ “v A L

WANFINWAIE BI1199 tm:Jnammuaammmwa’lwmgjuﬂnﬁ 1o

1. aNUABINMIEIMYAAN (Personal Needs) wiinnelsaiulatarimuaainudainis

. J L 4 y 23 F- | ' e | s - = = e Jl'—‘l 3 Bt
AMTUATMIT LHBH Llﬂﬂ-ﬂ?:ﬂﬂlﬁ“ﬂ’ﬂﬂ’ﬁ“fﬂﬂﬂﬂ-'.’ln"ﬁ"].lﬂﬁE]IIJ'ﬂﬂﬂﬂlﬂu‘ﬂ%’-ﬁUﬂﬂ"lﬂ'ﬁﬁlﬂﬂﬁ?ﬁﬁ“%ﬁﬂﬂﬂ
Wanald
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2. emuaslafezld (intended Use) ﬂ’uﬂnﬂuﬂ'a:qﬂﬂm:'lé'i'nmmnﬂﬁu'lﬁ'ﬁﬁﬁmnﬂu
WM BNAINTIUNAY  usznuRanelelududle ﬁﬁa'lmaqg-j'fu‘ﬂnmiauﬁﬂmﬁﬂmnﬂnmﬁ
HRAN T NIARTTL U (Assortments) 0aRUILlne

3. 339U28INNUNN (Degree of Motivation) uTIPILD (Matives) ve3gUTInadiunum
atauanlwmItnusdiauaunInels lasTzau ungq'laﬁ' unnesenIzAUlWELIlne JEnlaineu
Eamauﬂﬁuﬁuﬁ'ﬂtfuag Mﬂwﬁuﬁﬁmﬂ:uﬂaiuga Aumusszriaudnzdwovrdnsnssnudinu
URSTIW ua:Li‘luna'tﬁ'ﬂﬂuﬁmmﬂuﬁuﬁ'ﬁﬁﬂlﬂﬁqnﬁagmﬁaunmean'lﬂ

4. ﬂ::ﬁummﬂuﬁuﬁﬁtfuq (Experience with Product) Urrsumrniluefiafoaiuius
wiflufdnsglumriasmuinalusseasiuihnin Mamhatu rmruhdlsesinedmig
lurissemaridauningauzemnt usduSnaanvesdedlonsziiemeunu dadhduilnalivey
tnlonsztles inzlueda wnofiuudrlinunsavetivdluas g rj’uﬁnﬁﬁ%mﬁaunﬁnmmmwdla
dlueanly neade Teaundieztigams

5. T (Price) ﬂmtﬂuﬁnﬂﬂﬁmﬁaﬁr’nﬁuﬁﬂﬂnﬁ«mﬂ'lwmﬂnﬂnﬂ INTIZTIAN)
nansznulenandeola :Eu?fnﬂﬁﬁeﬂum‘aﬁmmsﬁuﬁ'ﬁﬁ‘mﬂfmmnun:ﬁ'ﬁEfuﬁum'mﬁawa'la'l".f
] uﬁiﬁgrrﬁ'ﬂm'lumn'ﬂﬂwmﬁuﬁﬁuﬁ:ﬁn'mfuf] fuTlnasulwgiiouimmmeniu vl
indylumasiadulodantive LATTUWLTTY  (Package size) Tanamzatnadstmideaulonu
Wl atinseseedn

6. anuihuneiiiunsuastienainmeuen (Logic of external Information) wid e
TUFtIsIEU3 naszlinmmaesamnzsmmiohidnde uinBInnguilnafinmsiaiies
Alduudr himanaimanza ﬁﬁ’[nﬂﬁazﬁﬂﬁﬁ?muau?u*ﬂﬁ‘zmnfmmm'ﬂmﬁﬁ‘lﬁ?umimhfu
szamirlisny mudndudnmudssmsluiusnuine T ussTuanasdoauaiueg annons arilu
ATOLNTBIUR ‘lumqné’uﬁuﬁuﬂnm:ﬁauﬂ:‘lﬂﬁu‘laﬂﬂmﬂﬂf] ﬁﬁU?Tﬂﬂ%lﬂﬁ:ﬁllﬁi Lifmans
suamIfimuzaueslfinete

7. MIGTUAMURRUERUANWARAIINNEUMBUEN (Support for extemal group ideas)
npirlideniefie  euiawelvssdiSnadnsnnemudenlsfunsResanmivauuenngs
monan 1w Busiuun s FMTLAUMILNN gu?fnﬂﬂaulﬁﬂﬂuﬂgﬂﬂua:mmﬁmmsﬁmn'il'ru

8. SNTWAIINMUUBNIINHATIURENW TN (Direct and Indirect External Influence)
UsdpnmpuanvelisnTwedanseaausnunInalazed ;Eu'ﬂnﬂﬁﬂumamaua:maﬁﬂu Taptledt
mMaas fia misvimslduilnalesass Fnlinsmneiuliduiludsnfatiiuaniznin 1iu
mIyfunTuimsmIImmsiusrmm I inmiad niennnmameneiuwinunslasass uau
éﬁﬁ?ﬂﬂ%iﬂﬂnﬁauﬁﬁNﬁﬁﬂﬂﬁ?ﬁﬂnuﬁﬂﬂuﬁqwﬂwwQ’uﬂnﬂa:tﬁﬂ%u tﬂﬂéﬂﬂﬂﬂiﬁ%‘n w1 uaz
?umm'zh':m*smnqnﬂﬁﬁuﬁmiﬂuumﬂﬂ U MIuanEeIRIIEnluasaunTaeIduIlng

'l‘:" a ’ Fl b ol et d L v LT
PNUREITIENIN WIL I HmnBnaudug luasouaid 1udu
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» = D =
1.5 mmmawuwma‘lﬂnnngnm

f37700 1A uszA (2546 1 90-91) AMAHRAAMITIIIUILATIBIRNMUIZAI
Aanalizelandm

ANUNINBLAVBIANAN (Customer Satisfaction) Lﬂw::ﬁ'uﬂﬂujﬁnmmgnﬁ"lﬁﬂnammn
maisufisviznitsmelzlomisnamm dfndaime vien1IMnuueInaine nuaiu
AlenI3T03anAT Kotler (2003 : 61) JzaumLRInalavesgnateziianNuUANeIITzn g
petislosianeBang uecanumMmanizvasynne

MIMONIITENINNE (Expectation) thanussaunsoies mmﬂummmu‘ﬁa 81U
psizlomiomamaniBsnfaime wiommihuveanianue Henninmiasneuszthoiueg fi
Lﬁuﬁmazﬁaawmmuﬁwmmﬁmaﬁlﬁ'ﬁuanﬁw uavmwmmuﬂ-hqnmﬁmﬁu (Value added)
mﬂmmmumnﬁmnmmm (Manufadmng) URSTINMIARIG  (Marketing) [@pHamann1Iai o
ATRNIWTI (Total Quality) f;mmmnﬁmnmmuﬂnmomammmu (Competitive Differentiation)
%af}mmﬁnau'lﬁ'ﬁugnﬁﬂuﬁmuﬁnniﬂﬁuqumaﬁﬁnﬁﬂ (Cost) W3 Twitum (Price) YuLea

AU IINEWMTLENAN (Total Customer Value) LﬂumT‘r'uj'lugﬂmmﬁ'n?mmqﬁ’mm*mg‘ﬁa
Wi uﬂ:uaﬂm‘[n'mfwmﬁmﬁﬁnmﬁgnﬁ'ﬂmﬂni’qﬁ%ﬂﬁi’mﬁnﬁmﬁ Kotler (2003 : 61) wiaiilu
narmvadneltslomi wie emmislumi (Utiy) nnrBadmemisuimslauinmii fTUEN
HARA TR I N INANULANEHIMIMILTITR. BaTzNaUR LA NLANG RS UERAN™YT A1
RANAWEURLINT  AIUUANGFRIMUUOENNT LREAMULANGENGAUNINENETE  FINNUUANE
ansrelWAGUARAAMN 4 U Ha AUAITIUREANTIN ABIFMAALTINT ATUANAUYARNT

llﬁ:ﬂtﬂﬁ’lﬁﬁ%ﬁﬂﬁﬂr}tﬁ JIUTENIN meh'lur-aﬁﬁﬁmﬁﬁu‘lum HAFVAIRNAY

ATINUANA NI PNITUDITRD B AAIWA AMATRARN AN 18 Ik BRTDIANAN
(Product competitive differentiation) {Total customer value)
FNURANFTHATUHRIRA N AMAITIUAENSUIT
{Product differentiation) l > (Prnduct value)
ANULANFIIMULINTT AUAINMLINTT

I3l

(SGNIGES dlffermttatlon) (SEWIJ& ’H’HIUE)

—

AVARRV/

nﬂuuﬂnmamummm p.mmmummm
(Personal differentiabon) (Personnel value)
ATULANFNIFIUNTHED L ﬂmﬂ']ﬂ’]'unWﬂﬂﬂnf

L .:l s o A .n: 3 hangl i
nnilsznay 4 uﬂmﬂwuﬂL‘ﬂummnuﬂﬂmmmumnmgnm (Customer Added Value)
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AUNUTIWTBIRNA (Total Customer Cost) Lﬂuﬂ"ﬂﬂuﬁmnﬂﬁlmEﬂﬁ"‘lﬁlﬁﬂmﬂﬂ'ﬁﬂitlﬁu
wio misatulefofudoiialasionils Fasznoude

1. 3N/ ﬂ"uqu'lugﬂmmﬁm?m (Monetary Price) it TIa N SRUAIURZLINNT

2. SUNUSHULIM (Time Cost) fi nedlE U lwnsdefususzuins Gedsniudidu

3. AUNUUNRINU (Energy Cost) fiB WRINUWIBUIIME wasnAIUA AR lumTde
ausussuSnIRasududiGu

4. dunuAmUIA M (Psychical Cost) fia nRIMITala 1in s lisunslanTannuiean
frstiAanmittausussuSminasudusatn

Qmﬁﬂnﬁﬂﬁmﬂﬁmuauuﬁgnﬁw (Customer Delivered Value) LHuauusndnniznin

. > > > v a
Qmﬂﬁﬁudﬂmugnm (Total Customer Values) URZOUNUTINTDEIAN (Tolal Customer Cost) 34U

AUANTIUEMILEN . —  ARIUTINTOIFNAY
(Total Customer Values) — (Totatl Customer Cost)

¥ ql=l ’ " bl
qmmﬂmu El'l.il.lﬂﬁﬁﬁ'l

(Customer delivered value)

L

[-qmﬁ'lﬁﬂuuﬁﬂﬁmﬁ (Product value)

i AMUATTULIMY (Service value)

[ quhi'f'mqﬁmm (Personnel value)

oQ AR LB RN eI

lusaa aNFN

(Total customer)

AWANERTUN

ﬁﬁmauuﬁgnﬁh
(Customer
delivered value)

LN INYS 1
SUTILTD 2

H

aofITUMNRNEOl  (Image value)
b

Tim (unu) lugddan  [Monetary price (Cost)]

R

ARNUMULIEN (Time cost)

9 ﬁuﬂuﬂuﬂmgnﬂ'ﬁ

. . - (Total customer)
AUNUMUHNINU (Energy cost)

[ MNUINUInIng  (Psychic cost)

I o e et ' b .
mwydsznou 5 LRPIATANHAAN AT FINBUUTIANAN (Customer delivered value)
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1.6 MTIRATNNNINDLOBBIANAY
813N BMAUUN (2542 @ 40-46) NIATIINOUAMUNINELIBEIENAY (Customer
- . ] . " o ol o w - e = - . » = A
Satisfaction Tracking) N&VIAS mﬁuwawa'lwmgnm LUREIRAY NEAVIUNNTARIAABIRNIUIN
L - g F 9 W W A bt 1 L ot
LwﬂzmmwBlwaagnmn:muﬁam‘x-ﬂa‘ﬂflimmﬁmmmmnnﬁ'lunqﬂ ua:mawna'lmnﬂgnm
W ¥ Ad A s =k warll ﬂlﬂ P L o - - e -d
Twiilsr mngnmﬂummﬂﬂhuumuu andatauigniddefuamiauiniTy I Y HILANREU )
damigadlscniismnaiiteyaiisaauoussin lsluisne e ﬁ'mfjmﬂ'mmnﬁﬁﬁrﬂﬁ'uﬁqﬁﬁ%
'unmﬁmﬁ'umngnﬁ"uﬁﬂmm'bjwa'l::luﬁuﬁ'ﬁn?ﬂﬁmmﬁdﬁﬂuﬁalﬁlﬁﬁ HARNISNU IUNATINUT Y
ﬁuﬁamﬁgmnﬁugnﬁ'ﬁuﬂztﬁuﬁmﬁmﬁnﬁdu
anuwalaniebinalaslumudismeassndilumimeususnaniual (mwizneuy 6)
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nmsznay 6 misSsufsuanumenilulatussaniiih luganunalaniennu hinels

A = thar ] g . -
inIsslialumiGeauuarmTIanTuRINeleTesannn (Tool for Tracking and Measuring
. . ) ASesd o = e e g L ] » A
Customer Satisfaction) ThATnmfiacfiamuiauszdumanudaimizessndiasiiaymansine
b 4 o s L ( = L ot B J
ainMuRInelsiiniuand %m‘i‘mmﬁaﬁaummﬁmalwmgnm s ToETU leaait
1. uvmadeTumdtuusssiiuusiin (Complaint and Suggestion Systems) leur
1.1 wuuWefulvignsmussinufeAR (Customer or Member Comment Cards)
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nuunefuarslisneneidandmntoneuldlasing 1w swidudnsentd doumau ddawdo
= o w s A cl- e, .. o =l . A e o .
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| Qe . - ar
Mililusanansazenluniissuuuneiuney
1.2 39lWuUTmMIanm (Customer Service Counter) éminmmmanlﬁ'ﬁmsgnﬁﬁ

A el o N 1 s -E- o .IJ
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1.3  Iniawvimp@iu (Customer Hotline) %aﬂﬁmuﬁ:ﬂaulﬁﬁmignF'hﬁmi’umﬁ
foannduammnilaoamz winnufivinsdwimosudessnumrsysuuilotgnieng $io uss
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2. MITIIAWNINDLIVBIRNAT (Customer Satisfaction Surveys)
o= e A - . L 4 L L - Y
2.4 m'ni]mwmmﬂmmﬁuﬁa'lwmﬂnm mﬁxﬁﬁﬁﬂuaantmumumuﬂuﬂnﬂ
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e d L ¥ L T - % - - L = o
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L i ! " + J =9 -3 ek P =
FIUGN G DEIBINTOEILT UASHRNUGAN G IndnRTTIIU TR RRNUTGARS Tluaufemu
» " . " e i:i ol L = B L ol L
PEIRNN %w:‘r’h'lngmﬁmﬂum anlarh@lugananfmivanufmauamiss
3. MIAATIZANMIERIENT (Lost Customer Analysis) -
" w " ’ ' A & o £3 =i w » é b
A linelevesandh - tensnadaiieaildnifagEsanmundmly - Saviniu
-~ o) » o < = - .3 o b
duwmsggidsmieldussiemlslungs mRsenIniismsimIgudsanaiialan
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