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The objectives I of this research were to study Ii) customers' expectation and

satisfaction level toward serv~ces of the Bangkok Bank Publi~ Company Limited; 2) problems

and recommendation for serv~es activities of Bangkok Bank P~blic Company Limited, U-mong

Sub-branch Lamphun provinc~. The data were collected from 3110 systematic randomly selected

customers out of the total 3,1~7 by interv-iew schedule and pr~essed by the Statistical Package

for the Social Science (Spss>1

The fmdings s*owed that most of customers we~e married male, with an average

age of 141 years. Their eduftion were lower than Bachelor'r degree and had been Bangkok

Bank's Customers for 4 yearsl. Furthermore, most of them w~e also Siam Conunercial Public

The respondents' expectation totard four services activities of theCompany Limited customers,

Bangkok Bank Public Comp~y Limited, pointed out that cu~omers had a high expectation in

parking area and building, fa~lities, personnel and services, re~pcctively,
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The responden~ had a high satisfaction level i4 technology and an instrwnent,

parking area and building, and I personnel, respectively. They h~ only a medium satisfaction in

services. The problems of serjvice activities of Bangkok B~ Public Limited enlisted by the

respondent were that the b~ staff lacked of a good humain relationship such as courtesy

grceting, not enough souver for customers, and did not *articipate with customers ' nor

community's activities. The re~pondent also viewed that the ban1c staff were not of any assistance

once the respondent had a pro~lem, nor provided enough newsp~per, television. etc. in the lobby.

Test ofhypothefes test revealed that sex, educa~on ,and amount of deposit had a

relationshipsignificant with level of expectation, while ~ge and amount a deposit had a

significant relationship wi~ level of satisfaction. It was ~ound that the customer had a

significantly higher level of expectation than the level of satisfaption on service.

The responde~ recommended that: the bantf should provide organizational

culture training to the staff land should have had adjusted I nwnber of operational worker.

Recommendations were also +ade on bulletion ?oard to presen~ interest rate, public telephone in

front of the Bank, and atten~t of parking area.


