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ABSTRACT

Abstract of special problem submitted to the Graduate School Project of Maejo University
in partial fulfilment of the requirements for the degree of Master of Business

Administration in Business Administration

PRIORITIZATION OF COMMERCIAL BANKS AS PERCIEVED BY THE CUSTOMERS
IN MUANG DISTRICT, LAMPHUN PROVINCE
BY
ISARA CHAROENPHON
NOVEMBER 2002

Chairman: Associate Professor Dr. Anurak Panyanuwat
Department / Faculty: Department of Agricultural Business Administration and Marketing,

Faculty of Agricultural Business

The purposes of this research were to survey the prioritization of commercial
banks by customers and study influencing factors for prioritization of commercial banks.
The result of this study will be applied to improve customers service for commercial
banks.

The collected data was by questionnaires from 400 customers in Muang
District, Lamphun province. Data collected was by sampling method and the gathered
data was analyzed using the Statistical Package for the Social Sciences (SPSS/PC+).

It was determined that most of the samples were women, 26-30 years old,
worked in private firms and had bachelor’'s degree. Most of the samples used Krung Thai
Bank, and most active account is Saving account.

The highest satisfaction of customers with the bank is the quality of the bank
officers while customer service and technology are rated as second. However, the level of
customer satisfaction is different for individual bank.

The factors that had impact on the level of customer satisfaction with the
bank are as follow. The relation between customers with the bank officers, the

understanding of the bank service, the satisfaction with the commercial and financial
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status of the bank are highly considered by the customers while the distance of the bank
office and the return on saving are rated moderate.

The factors that had impact on customer satisfaction in high level are whether
the bank is well-known with modern technology, stability of financial status and
convenience of the place. The variety of services are at moderate.

Regarding to the development of customer services of commercial bank, the
number of the staff should be suitable to the quantity of the job and the staff should well
understand about the bank’s products and be able to solve any problems for the
customers. With, the quality of services, the bank officers have to pay attention to their
customers, give advice and quickly solve the customer’s problems and the bank should
increase A.T.M. including on-line service to be more efficient. In addition, the other areas
that should be developed were that the bank should open on weekends and the
commercial banks should provide returns back to the society more than that at the

present time.
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