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56930038: MAIJOR: PUBLIC AND PRIVATE MANAGEMENT; M.P.A.
(PUBLIC AND PRIVATE MANAGEMENT)
KEYWORDS: FACTORS/SERVICE SELECTION
SIRTIWAN PANTHIP: FACTORS AFFECTING CUSTOMERS USING SERVICES
AT KRUNG THAI BANK PUBLIC COMPANY LIMITED, NONGMON BRANCH, CHON

BURI PROVINCE. ADVISOR: SUNEE HONGWISET, M.Ed. 60 P. 2015.

The purposes of this study were to examine factors affecting customers using services
at Krung Thai Bank Public Company Limited, Nongmon brach, Chon Buri Province and to
provide suggestions to customer problems in using services at Krung Thai Bank Public Company
Limited. The data were collected by using a questionnaire, asking 360 bank customers out of
3,560 of them. The descriptive statistics, including percentage, frequency, means, and standard
deviation, were operated to measure the means and dispersion of the data.

The results of the study revealed that the four factors had an influence at a high level
on customers’ service selection at Krung Thai Bank Public Company Limited, Nongmon branch.
Specifically, the factor in relation to process of service was rated by the subjects at the highest,
followed by the factors relating to service system, facilities of venue and service quality of bank
staff, respectively. Based on the results, it was suggested that the number of automatic teller
machines for depositing and withdrawing available for bank customers should be increased. Also,
a queue ticket dispenser machine should be installed in a place where it can be easily seen.
Finally, there should be an improvement in relation to sales of insurance, drinking water service,

and reduction of bank fee.
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