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This research was conducted to study the customer's satisfaction to the service
of the Bank for Agriculture and Agriculture Cooperatives (BAAC), Phetchaburi Branch,
Phetchaburi Province Iin the area of staff, service provision, physical environment and
public relations, and to compare the customer’s satisfaction to the service of the Bank
for Agriculture and Agriculture Cooperatives (BAAC), Phetchaburi Branch, Phetchaburi
Province according to the different sex, educational background, occupation, salary,
length of customer's status and type of bank's service. The sample of the research was

totally 400 customers of Bank for Agriculture and Agriculture Cooperatives (BAAC),

Phetchaburi Branch, Phetchaburi Province, consisting of 200 for deposit service and
200 for credit service. A questionnaire designed by the researcher was used to collect
data. Mean score and Standard Deviation were calculated to analyze data. T-test,
independent samples and One Way Analysis of Variance were employed to determine

slatistally significant differences. The major findings of study can be summarized as

follows:

1. The result of studying the customer's satisfaction to the services of Bank for

Agriculture and Agriculture Cooperatives (BAAC), Phetchaburi Branch,
Phetchaburi Province in 4 aspects: staff, service provision, physical
environment and public relations revealed that the customer was satisfied
with the service of the bank at high level both aspects and subaspects. The
customer was most satisfied with the staff aspects and was less satisfied
with the service provision, physical environment and public relations
dramatically. In terms of aspects, it was found as follows:

1.1 The customer was most satisfied with the staff service. According to the
items used, it was found that the customer’'s satisfaction was at high
level. The highest mean score was the satisfaction of staff's clothes:
neat, clean and appropriate and the lowest mean score was the staff's
enthusiasm in servicing.

1.2 The customer was very satisfied with service provision. In terms of the
items used, there was the satisfaction at high level in all aspects. The
highest mean score was the service rapidity and the lowest was the
service continuity and the long wait.

1.3 The customer had high satisfaction to the physical environment.

According to the items used, it was found that the adequacy of parking



space was at moderate level, the other aspects were at high level. The
highest mean score was office environment that was grand, luxurious
and trustworthy, and the lowest was the cleanliness and convenience of
the totlet.

1.4 In the public relations aspect, the customer had high satisfaction.
According fo the items used, there was high satisfaction. The highest
mean score was the correctness, accuracy and reliability of bank’s
iInformation, and the lowest was the proper information on bulietin board.

2. The result of comparing the customer's satisfaction to the service of Bank
for Agriculture and Agriculture Cooperatives (BAAC), Pheichaburi Branch,

Phetchaburi Province in 4 aspects according to different sex, educational

background, occupation, salary, length of customer status and type of

bank's service revealed that

2.1 The satisfaction to the service provision of the customer with different
sex was statistically different at the significance level of .05 and the
hypothesis was accepted. From all aspects, it was found that the
customer with different sex satisfied with service provision, physical
environment and public relations were statistically different at the
significance leve!l of .01 and the hypothesis was accepted. In the staff
aspect, there was no statistically significant difference and the result was
not related to the hypothesis. It was found that male customer was
satisfied with the service provision rather than female customer.

2.2 The customer differred from the educational background satisfied with all
service provision aspects was statistically significantly different at .01
and it was found that the result was related to the hypothesis. In terms
of subaspects, it was found that the different educational background
related to the satisfaction of staff, service provision, physical
environment and public relations was different at the significance level of
.01 and the result of data analysis related to the hypothesis. The
customer with degree level or higher had satisfaction to service provision
higher than the undergraduate customer.

2.3 The customer with different occupation had the satisfaction of all aspects

with no statistical difference at the significant level and the result of data



analysis was not related to the hypothesis. According fo the aspects,
the customer with different occupation had the satisfaction to staff,
service provision, physical environment and public relations with no

statistical difference at the significant level and the data analysis was not

related to the hypothesis.

2.4 The customer with different amount of salary had the satisfaction to all
service provision aspect with statistical difference at the significant level
of .01 and the result of analizing data was related to the hypothesis.
According to the aspects, the customer who had different amount of
salary was satisfied with staff, service provision, physical environment
and public relations with stalistical difference at the significant level of
.01 and the result of the research was related to the hypothesis.
According to the match pairs, it was found that the customer with salary

of 20,000 baht or higher had more satisfaction to staff, service provision,

physical environment and public relations than the customer with salary
of 10,000 baht or lower and about 10,001 — 20,000 baht.

2.5 The customer with different length of customer status had the
satisfaction in servicing with statistical difference at the significance level
of .01 and the result of data analysis was related to the hypothesis. In
terms of the aspect, the customer with different length had the
satisfaction to staff, service provision, physical environment and public
relations with difference at the significant level of 0.1 and the data
analysis was related to the hypothesis. According to match pairs, it was
found that the customer with the length of 6 years up had the highest
satisfaction in staff, service provision, physical environment and public
relations among those of 2 years, less than 2 years and about 3-5
years.

2.6 The customer using the different type of bank's service was satisfied
with the service and it had no different at the significant level and the
result of the analysis was not related to the hypothesis. According to
the aspects, it was found that the customer using different type of bank’s
service had the satisfaction to staff with statistically significant difference

at .01 and the analysis was related to the hypothesis. In terms of



service provision, physical environment and public relations were not
statistically different at the significant level and the result was not related

to the hypothesis. The customer who was under the service of deposit

had more satisfaction than the ones of credit.
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