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ABSTRACT 

 

The  purposes of this research were to: 1) study the customers� behavior of using the 

services;2) investigate the customers� satisfaction levels  with the services provided by Thanachart 

Bank;3)compare the customers� levels of  satisfaction with the services provided by Thanachart 

Bank classified by their personal factors;  4) compare the customers� levels of satisfaction with the 

services provided by  Thanachart Bank classified by their  behaviors of using  the services;            

5) explore the relationship between the customers� personal factors and their behavior of using the 

services. The samples were 384 customers of Thanachart Bank, Ayutthaya Park Sub-branch and 

Phranakhon Si  Ayutthaya Branch. Statistical analysis was performed in terms of frequency, 

percentage, mean, standard deviation, t-test, F-test and the Chi square test. The findings indicated 

the following :  

1.  Most customers used the deposit service with economizing accounts  because they 

had confidence in the Bank.  They came to the Bank about three times a month. They had been the 

Bank�s customers for at least 3 years. Finally, the channel of using the services was at branches. 

2.  The customers were satisfied with the services, in terms of impression received from 

the services, at the highest level. They were also satisfied with the services regarding types of 

services. quality, quick service,  service charges, marketing  promotion, and product at a high level. 

3.  Differences in the customers� age, educational background, status, and occupation 

affected  differences in their satisfaction with  the  services with a statistically significant  level 

of.05. 

4.  Differences in the customers� type of account, reason for  using the services, type of 

services, duration of being customers, and channel of using the services yielded differences in their 

satisfaction with  the Bank services with a  statistically significant level  of .05. 

5.  The customers� personal factors related to their  behavior of using the services at 

Thanachart Bank with  a  statistically  significant level of .05. 

 

 

 

 


