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Independent Study Title Satisfaction of Services Offered by Employees of Bank of
Ayudhya Public Company Limited Poon Phol Branch,

Phuket Province

Name-Surname Miss Watcharaporn Jansuwan
Major Subject Marketing
Independent Study Advisor Assistant Professor Khemaree Rugchoochip, Ph.D.
Academic Year 2012
ABSTRACT

The independent study was carried out to investigate the level of customer satisfaction
with the services offered by Bank of Ayudhya Public Company Limited, Poon Phon Branch in
Phuket Province, and to compare the satisfaction of services classified by demographic
characteristics offered by Bank of Ayudhya Public Company Limited, Poon Phon Branch in Phuket
Province. The questionnaire was used as the data collection instrument, and the statistics used for
data analysis consisted of Frequency, Percentage, Mean, Standard Deviation, Independent samples
t-test, One-way ANOVA, and Fisher’s Least Significant Difference (LSD).

Most respondents were female, 21-30 years old, graduated with Bachelor’s degree, were
employed by private companies, earned a monthly income of 15,001-30,000 Baht, preferred to use
the banking services before 11.00 a.m., made deposit-withdrawal transactions, and spent less than
15 minutes on banking transactions.

The overall customer satisfaction with the services offered by Bank of Ayudhya Public
Company Limited, Poon Phon Branch in Phuket Province was at a high level, while the customers
using the banking services gave the most satisfaction with the tangible aspect, next below was the
reliability aspect, and the least satisfaction was the empathy aspect. The comparison of the customer
satisfaction concerning demographic characteristics showed that there were differences satisfactions
when the customers had differences in level of education, income, period of time on using banking
services, foreign exchange transaction, opening of bank accounts, and time spent on banking
transactions. The customers with different gender, age, occupation, investment transactions, type of
savings, type of loans, and other banking transactions made no differences in the satisfaction of
services offered by the bank.

Keywords: satisfaction, services offered, bank employees
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