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ABSTRACT

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

Administration in Business Administration

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

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

Faculty of Agricuitural 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 > this study will be applied to improve customers service for commercial
banks.

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

I 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 rnost active account is Saving account.

The highest satisfaction of customers with the bank is the quality of the bank
officers whi e 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

understand ng 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 guantity of the job and the staff should well
understand about the bank's products and be able to solve any problems for the
customers. 'Nith, the quality of services, the bank officers have to pay attention to their
customers, yive advice and quickly solve the customer's problems and the bank should
increase A.1.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
sommercial banks should provide returns back to the society more than that at the

oresent time
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11 nesdd B1/NP Ba3 B2
nyving 8 &9.40 A3/P-2 D - Baaf
1 €#.40 Baad/P-3 D - -
28 919.40 Ba2/P-3 D Baa2 Baa2
27 We.40 B1/P-3 D Baa3 Baa3
19 79.40 B1/P-3 D Ba1 Ba1
15 37.41 B1/P-3 D Ba1 Ba1
30 141 B1/NP E Ba1 Ba3
11 NY.41 Ba3 B2
nanTine 8 &R.40 A3/P-2 C+ f A3
28 @10.40 Ba2/P-3 C+ Baa2 Baa2
27 Wy.40 B1/P-3 C+ (D} Baa3 Baa3
19 560.40 B1/P-3 C+ Ba1 Ba1
15 3941 B1/P-3 o Ba1 Ba1
30 {in.41 B1/NP D Ba1 Ba3

11 ne.41 Ba2 B2
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G NN 4 (da)

Wuen AMALTINNT Wiisz8581) (Long-term
SWIATT Tuil ITUTHN / POIFMILY foreign currency rating)
. B N N1 senior secured subordinated

nowdnd 8 8a.40 A3/P-2 & - A3
1 @7.40 Baa3/P-2 C Baa1 Baa1
28 @19.40 Baz2/P-3 C Baa2 Baa2
27 w40 B1/P-3 C Baa3 Baa3

19 59.40 B1/P-3 C Ba1 Ba1

15 Ua.41 B1/P-3 C Ba1l Ba1

30 #e .41 B1/NP E+ Ba1 Ba3d

11 N#.4a1 B1/NP Ba3d B2
nyAIRYHN 8 &.40 Baa2/P-3 D Baa2 Baa3
1 @9.40 Baa3/P-3 D Baa2 Baad
28 f19.40 Baz/P-3 D BaaZ2 Baagd
27 We.40 B1/P-3 D Baad Baal

19 59.40 B1/P-3 D Ba1 Ba1

30 in.41 B1/NP E+ B1 B3

—_— =

fu: 3N ovnduaudsunefiutsaPHa $iia (2541)
- s oo o LY
NOBAUAZUWIAANLND R D
NOBHRINTE THUAZNITADUAKDI (S-R Theory)

1umn‘§anrlfi'1\'%m‘§ﬁmmsmrﬁ"nﬁu@éawmmwaaga,ﬂﬁﬂgﬂ’ﬁu%mi wuin  dideduvane
atmﬁl,ﬂu?e}arﬁ:@j'u LLazﬂﬁ’nga'Lﬁgnﬂ"']Lﬁan’[ﬁu‘%m‘sﬁmmsmn’hﬁﬁﬁmwmm:amm:ﬁﬁ
5 s‘ﬁa’[ur'1'§L'§an=uaagnﬁ’]ﬁ?u@?aaﬁm*srm@LLé’Tj’]tiauvL@Tﬂs:Iwﬁﬁn’hm{lﬂﬁﬁ%mmwn
TANTHIRTE TN lugsuessmansw dindiasiidnisdasmifimaninaayauass
anudasmresgnalilalunn 9 dw Walduin wazgngaliandanlduing wieew
%u’lmﬂu@nﬁ'ﬂaaﬁmmﬂuﬁq@ Founin SR Theory (A315704 Le330H, 2538) 619

a e a &
LHWIIAN 1641
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Yieuwaf (attitude)

naund vio lwead 1union i anwuiEnTng madqﬂﬂaﬁﬁ@mﬂmm
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anfluuninazimuaiiensasljitinvesuana fazlidoyans Fsveswiaaouniinid
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A7 unmilion (2539 242-243) ldaTunuh viauadtznoudesdilsznay
Adaw 3 Uiems fa
.3 P a g ™ = & = s
1. psntlsznaulinanunsy (cognition component)  wuavALIzNaULADINY
L ! 3 I=l ﬂ‘ A — @ { 1 .a. = G =
AN win n'nm%aﬁamaaqﬂﬂamaaalw\mm winuasaflanuinieiodladfdnezdl
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v A = i @ | o w a
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B L3 ° . = L d'
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(Research Hypothesis)

N a 1 ! ' ar o ar = ' =
ﬂ’i\’%[lﬁ'}%‘lgﬂﬂﬂ!mﬂ(ﬂ'\\‘]ﬂ% Y'I']tl.ﬂﬂ'l"muﬂll‘llﬂdigﬂﬂﬂ@ﬂﬂ"lﬁﬁﬁﬂ”lﬁ“ﬂ 23TW6T

WAT T WA N A191%




unfi 3
- | =, A
A5n15398

(RESEARCH METHODOLOGY)

W
=

o as I & & oo = [
N9 TIRIUNTITINTIUUN (descriptive research) TIfnwIHIouUa
= a ar v a ° a o g A am e o
auiisylwnenswdiafussgndrdlivinluaedinadias dmdadimu Fufidnld
b Va ] P ¢
Amuaunasdoysnldlumaidudai
ﬂimﬂ/

. Tayadgundl (primary data) \dudayangisoinnisiivdays losaiiouuy

@
= . ar

gaunIsINe niveIsunTIdTdens 9 luwedinedes Twiadmn

2. Tayandpnil (secondary data) Lﬂ%ﬂaﬂgﬂﬁ‘lﬁ’iﬂﬂﬂ’liﬁ’uﬂ"f’lﬁ)’mlﬂﬂﬁ’li I

Fapifdiivsunaling wu Inefiwus s wezienansdne 9 ffisataaniy
msfne luasaf

Anuianiuni13ivy

(Lacale of the Study)

A o oo . o W @ A
r'ﬁﬁna:nLsaaau@mmmuuﬂuﬁmmswwmmﬁmaagnmﬁlmmmﬂmw
s1LnaLiiad 5"-3%‘3’@1&3’113% @iﬂtﬁumﬂﬁuﬁagamn@ﬂﬁ'@uﬂ%ﬁmﬁﬁwmmim:i"nﬁ 5
WRGh

- TATINTINN 06 (A1)

suIaIngalny $11a (W)

FIATSNRNT NG 100 (NAITW)

FUIANT ORI TS 3100 (A1)

TWIATTNTIATaLEET 41Na (URIT)

sz nma:msajuéhazha

{(Population and Sampling Procedures)

£ &, 5w v = & '
ﬂ1‘iﬁnmﬂiaumm‘:mwa;&m’mglxnmmaaﬁmmswwm*’nﬁmmw‘l%mum 5 1

| 5 Q. i 4 A o [y
‘%Jﬂié‘iﬂﬂuvlﬂ Al ]E!quﬂﬂﬂﬂﬂ"lﬂﬂaﬂUQ'I%WLLGEWH"Iﬂ‘iﬁﬂ'li!iz@fl.lﬁﬂﬂl“ﬂu‘iﬂ"li ‘Hdil"l%')%@ﬂﬂ

A

pgapmAIwIlsing 5 wis finswwa 127,430 au lavlidayannyudyddudnues

o

FUIATTNA T rflwia:ﬁmmi%uq@ AU 30 Awsnow 2543 1uinouat



39

o e
-

1, 'Lum‘sﬁmu@ﬂ@;uﬁaammﬁalﬂumﬁﬁ’ﬁlumou AwuenuinaINgy
dagulasl inaffoufisuane1id Krejcie and Morgan (Iu ygmu elszena, 2535
40) %amm‘:nﬁmu@mjuﬁaau’qamnﬁqmugnﬁﬂﬁ‘%m 127,430 A% VOIFUIGNTHTITE
M5 Ltﬁavlﬁ?inajuﬁaatmﬁqmu 384 au LLa:Lﬁaﬂaaﬁ’umﬁﬁ@]wm@maaﬁaga 9lavinns
Amuanaualadnandudiuin 400 an

: muBenngudmadulesimuadagiu (quota sampling) §ideldlEiTidan
mjué’aam'mﬂ@luﬁmu@ﬁ'@ehm’mnajuﬂs:mn‘sﬁ’[ﬁu‘%msmnﬁmm‘smrﬁmﬂ(ﬁu’d 5 U %9
arlfunnael tuaE 400 4 lddwudaiumudadiudwingndlunsly

WULFALN A LLﬁ(ﬂ\‘ll%(ﬂ’]‘ﬂdﬁ 5

M151699 5 $UIUAI8 mau,ancmué’@ﬁauﬁi’]mu@nﬁﬁpﬂﬁu‘%mﬁﬁmmﬁwmﬁmﬁ

TUNANT NN (Aw)  Touaz  FIwIuNguaIEg
BATINT D (WEIT) 48,773 38.28 153
5NN e (mmw) 34,233 26.86 107
ENANTINY 300 (WRTH) 11,983 9.40 38
5. Inpwrdind 09 (wrow) 21,399 16.79 67
5.N9A3045EN N (UATH) 11,042 8.67 35

TIJNITY 127,430 100.00 400

. ;d“%’nvlé’ﬁﬁm'sejmﬁangﬂﬁ’ﬁﬁmlﬁu‘%mwaaﬁmmﬁwm‘iﬂnﬁ lael$38ms
suMULdNe  (simple random sampling) I@Uﬁaﬂﬁmﬁaﬁnmanmﬁ;ﬁﬁ'ﬂﬁﬁwmlumﬁ
Fudaya Gengszninafausnsay - numwug 2544 TofidmwnTuraan 59 0 uaidu
UM T84 TP TN T TWI U RY 40 Tu Feluudazwin uaszswennial¥uinng
urignélugaioa 8.30 - 1530 w. ilwmdwau 7 Faluadath  aosiuludruan 40
TunTe9 imm‘smrﬁmﬁazﬁnm’lﬁu“smﬂmﬁnﬁﬁQ’L%ﬁmﬂﬁﬁu’ﬁu 280 Tl

‘. ;ﬁ%’ﬂﬁﬁwm‘squgﬂﬁ"}ﬁm’lﬁﬁm'ﬂ,l&ia:ﬁmﬂﬁ lasvinmsudailye 2 124
o draduazdiadin luudaztranmldrinisgugnandlivinsiuau 10 au lasidn
Wi e e :ﬁmm‘smmmﬁanﬁangnﬁ'ﬁﬂu’l@mwﬁamﬁmu'lwﬁwnmffu'lumnmn

{ = ' ' ), o v e v
LLUUHHLJ'B‘I"INL%BLHU’UEHQ LL@]%']H']'TI%’D”NL’Jﬂj'lﬂnﬂ']'ﬂ%\‘] U’]Jﬁmmsa’m%:‘luuaﬂﬂ’l

U



40

L“iT'wml"fr'u‘%n"-5fflﬁ'ﬁa'a"vxmL'Jﬂqffu‘lﬁi;jmﬂﬁ'ﬁ%nﬁ fazdnuldviimsameludisa
@?avl,ﬂl,muim‘L;j'ﬁmiqwgnﬁﬂﬁauﬁﬁ'«ﬁawmmwﬁwm’naw
1, ﬁqai’uﬁaxﬁqnﬂ5§§uﬁ7ﬂ§nﬁ'ﬂ ;ﬁ%’u‘lﬁﬁﬁﬁdﬁammvl,ajaafimaualuﬂ'lﬂ"ﬁ
13N155UIaT T §mﬁaamnnw’l:ﬁu’%mﬂwﬁméi’ul,?\auua:ﬂmmﬁam:ﬁ{nmugnﬁﬂﬁmlﬁ'
U3nsunnnd 1aenanaiiion i ;ﬁiﬂﬁdﬁﬂ%u@i’uﬁﬁﬂm‘sﬁui@ULL&Jaaamﬂu 2 5729819
5.1 Tudund Tuns uaziugnd lasfwuadasamly 2 919fe
5.1,1 T9gUanvuInveandon
5.1.2 Twilmvganiisvedian

5.2 TUIIATTUALIUNORAUG MABATIIIATIUANTHUIRA 10-20 vasLfan

LA DosaT % NN TIT Y

(Research Instrument)

intasfenlFlumsisuatsdl Lﬂul,muaaumwﬁﬁ%’ua%a%umwum
*E'Grlﬂszaaﬁﬁﬁdiﬂmuﬁﬁnwmmﬂu donudaslla (close-ended question) WazfnNw
Usnoiile (opin-ended question) lasutsnanidu 3 aoussit

Gaufl 1 ﬁﬂmmﬁ'mﬁuﬁayaﬁ"a‘lﬂ \era3Ne uazdIANTaIANa LTINS

aaun 2 udroufonunislfusnmssweswatisdluaasinedes
SRR ERITN ]ﬁcﬂULfJu@‘hmwﬁﬁﬁwau‘li’%mmﬂ‘mﬁu’lﬁ;ﬂ'ﬂamﬁancﬂauﬁa'ﬁ'maﬁummﬁﬂ
Lﬁwamma\'mnﬁqwﬁumﬁaﬁa winaavlanainds wandudouludnsmenmsdsziiv
A1 (rating scale) lumsiaanuiisuasmsldusnisuasswuamanuisufiaanisls
uSnshuszarann vl

geufi 3 udonwuuudseia  (open-ended  question)  ilushnnud
doamsanviiorin  Toenauny  tauwunnefiesih Wutlawsz Al s ini il

AREIRL STt et

a4 oA
N TNAEILIATDIND

(Pre-testing of Instruments)

[ G - A .
TTJY]@ET@‘JJLL‘]JUEQ‘UH']?JIHWN% Ea%umuuuaaUm&maﬂwummuaﬂaﬂm:

.d' A o ar @ = J o 3.', o
ﬂi'ﬁl]ﬂ’]ﬁ'?’llﬁﬂ‘iﬂ"]LW@ﬂSUﬂ‘gQLLﬂ%’IﬂV\Qﬂ@IQGLLE:NW}’]NLV\NW&HN&I'\H’U‘I«L WRITIMNMUBWILUY

o ar o Ao, e P
ﬁaUﬂ']ﬁJ‘Y]LLﬂ“l’.ULLE\’JVL‘IJY]@?(E]UﬂU‘lJ‘iz"H’m'a”“ﬂhJ'l"ﬁﬂﬁqﬁJﬂ’lHU’]G%’IWJ% 10 "Iq]ﬂ twanagal



41

arudlal Ao winhdayanldluTinnzimdianuisoins T@ml’ﬁgmmaa Cronbach

s

1 A = JM 1 4:?
(lu oy ¢3ezene, 2535 96) lunmamieAudszinsaasin (O-Coefficient) 6aft

y 2
o= k i - 28]
2
k=1 St
) 2 . W P ol
Lila (04 WY AFUUITEENTANNITa Y
k UNY TuIuTaTasasasdane

.2 1 L
ZSI W HETIUD29a WU TU IR IUARETD

2
St Wk ekl TinuaIns Iy

an as ar { L o ‘ & = P =
I‘ﬂtlQ’Jﬁ]ﬂLaaﬂ"ﬂaﬂﬂﬂw‘luLLUDﬁaUﬂ’lﬂJﬁﬁﬂﬂﬂdLL(ﬂ 0.80 auld 1fweaTasdale

Qr £l (5 [ A n‘-’ o‘ l o o s
n3Te wandnanuleniatadionvladanui@anudindl 0.80 mmamﬂmnﬂmﬂmﬂgd
s | e = & - ) [y X A 4 A o
AUUaN LY arauanaTy tRariauBanwliide 0.80 Awld Solenasasanudany

uR2lada i Te Ny 0.87

eRPR RSP RY GBI

(Data Gathering)

“ W PV A o W W A o &
';mmm'aumwaya’lummaumou 'lmﬂwgnmﬂammuaaumwmww
Tavzaninus 1daaNsWIA I s s luaasunatias %’wf@lﬁwu 'lumﬂﬁanﬁ’wman
wnprauns euldinadgnduiulaslifmenionds  wezlfuvnravnnmiuaiosde
ﬁaﬁwmsejuému”m@ma@ﬁ’uﬁau mwé’@m"mﬁflmugnﬁﬂﬁiﬁﬁmu@é’mﬁmvﬁuﬁa
o o g &
Sn1silasizvidaaa

(Data Analysis)

L3"a‘nu's';m'fa;‘JlaLmuaaumwﬁumnnnﬁmm'sﬁuu%'amLé”a Auuusauny
u'm'mlaam'rwgn@”amuysrﬁ winduvugavmitessyliasuiiuiazanaanlUua e
ﬁnLLuuaaumuﬁmﬁaﬁxmu@mmﬁﬁmﬁmﬁzﬁﬁagaﬁaUm’%'aaﬂauﬁaLcﬂa%’ Tagld
Ii.JiLmeaﬁaz:‘L%gﬂLﬁamﬁﬁumdﬁdﬂumﬁﬁ (Statistical Package for the Social

! , + Ao o ol
Sciences: SPSS/PC) an@n gluntsinnsiaa



42

w . & o
1. eeadRe (percentage) AMAIINN (frequency) WRZALAEEY (Mmean)

2. mmnmmﬂ@iﬂamaaﬂajuﬁ'aaﬂﬂa

Ludugnnilyniuazanuaainiseas

Anady (mean) uazd@udBiUnNIAIgIU (standard deviation) T-test uas F-test law

fnuaszal vodanluneatan 0.05 dwuidsnauladiauwandrsnuaineiiin sy

LLa:ﬂ'a%m@TW Aamwmmmﬂwi'agandﬂﬂwﬂ'mﬁiﬂﬁad’nﬂum’mcﬁaami

-

3. mﬁmﬁ:ﬁﬁa;dm%mﬁmm Iﬂumsﬁ,ﬁaLauaLLuzmaaanﬁ"}mﬁmwﬁﬂ

i v o= ' Sy o a w oA . .
ﬂqulﬂLﬂuﬁﬂJQQWH il’muummwm’lﬁLﬂﬂ:ﬁ%’lLL%’;ﬂ’ldl‘%LLWJLﬁﬂ’lﬂul.wammuaﬂaqﬂ

IR RUAAIAZLHL A IA T AUNAUA R Lmzizﬁumwﬁﬂumaamjuﬂﬁ:mm

4

L 1 Qe ¢ ¥ o o 1 o A =3 a £ o ar ;
ADE H'Jﬁ ﬂﬂmmagmma:ﬂumm%ummuﬂ'u'muﬂmmn:ﬂuﬂ:uumﬂu 5 TzauUaiu

[ = -
ﬁzmumwuuumanﬂ

SEAUAMNRINUIN

TraUnMNHLLLNWNaTS

i
Tzauayilouiian 3
-\
&

¥ a o A
TEAUNAMIBINUD LI'Yls'iﬂ

DA1AzLMULIN ALY
PAAzUUILYINNL
ANRZULWLTINY
ANRZULLYINAY

ALY

N W O,

—

F1ATUAN ﬂ:LL%‘l‘LE‘TﬂiﬂﬂLLUU aafumu'l,ﬁ'm’mﬁ@Lﬁu'l,uLwia:@?’wQﬁ%’ﬂfﬂzﬁﬂm

; = by, ; , g 1 L8 ALY
FIMINRINAINZLUWARY  (weight mean score) Newimlelesldwanuay Likert's

=1 ar a4 A A‘
Scales (lu unTy @3aza1n, 2535 100) laviinmsissauazuuuliaai

2 :LL%%LQ? ]
¢ tLLuuL%ﬁl ]
3 :LLH%LQ"S H]
2 ELLHuLﬁﬁ H]

o
¢ oML n g

4.50-5.00
3.50-4.49
2.50-3.49
1.50-2.49
1.00-1.49

=
AUTL0
=
RUIUD
F=
A EURTARAR
F=
RABTI

=
P URFARANY

5$ﬁUﬂ’J"IﬂJﬁUlJ3J’Iﬂ°ﬁ'EqT®
T2AUANNTENNIN
Jrauau syt wnan
PRV

TEAUANNBEYLE Uﬁﬁgﬂ



unn 4
HANITIVYUATITIION

(RESULTS AND DISCUSSION)
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