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56710279: MAIJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE;

M.B.A. (BUSINESS ADMINISTRATION FOR EXECUTIVE)
KEYWORDS: SERVICE QUALITY/ BANK CONSUMER LOYALTY

TARIKA NARASRI: SERVICE QUALITY OF FINANCIAL OFFICERS
AFFECTING CUSTOMER LOYALTY OF BANK FOR AGRICULTURE AND
AGRICULTURAL COOPERATIVES, SA KAEO PROVINCE. ADVISOR: NUCHAREE
PAKASAT, PH.D.136 P. 2016.

The study entitled 'Service quality of financial officers affecting customer loyalty
of Bank for Agriculture and Cooperatives, Sa Kaeo Province' attempts to study different
demographic characteristics affecting customer loyalty of Bank for Agriculture and Cooperatives
(BAAC), Sa Kaeo Province and study customer loyalty in the aspect of service quality of
financial officers of Bank for Agriculture and Cooperatives, Sa Kaeo Province. The subjects were
400 consumers of Bank for Agriculture and Cooperatives (BAAC), Sa Kaeo Province and
questionnaire was used as a research tool. The statistics to analyze the data included frequency,
percentage, mean, standard deviation as well as t-test to test the difference between the means of
two groups of subjects, One-way ANOVA and Least Square Difference (LSD) at statistically
significant level of 0.05 and multiple regression analysis to study the results of dependent and
independent variables.

It could be revealed from the test of hypothesis on personal factors including
gender, age, education, occupation, and average monthly income that customers with different
gender, age and occupation did not have different customer loyalty toward of Bank for
Agriculture and Cooperatives (BAAC), Sa Kaeo Province whilst the customers with different
education and average monthly income did at statistically significant level of 0.05. This conforms
to the hypothesis. Different education did have influence on customer loyalty toward of Bank for
Agriculture and Cooperatives (BAAC), Sa Kaeo Province in the aspect of reliability and security
toward motivation. When considering in each dimension of service quality, it was found that
service quality influenced on customer loyalty toward of Bank for Agriculture and Cooperatives
(BAAC), Sa Kaeo Province at statistically significant level of 0.05. This conforms to the research

hypothesis.
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