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ABSTRACT

This research -aimed to study satisfaction level of BAAC's customers
at Phathumrat Branch, Roi -Et Province, factors influencing customers’
satisfaction and opinion and recommendations of the customers. The sample
Group consisted of three hundred and eighty (380) They were selected by
Multi — step random sampling method. The obtained data was analysed by
SPSS for Windows program. The statistics used in data analysil coprised of
Percentage, standard deviation, mutiple correlation coefficient, and multiple
linear regression analysis by setting 12 independent variables into equations
With level of significance equal to 0.05

The research outcomes found that overall customers' satisfaction
was in  highly satisfied level. Customers’ satisfaction on accommodation
convenience, system of services, benefits, data of services and facilities was
In - moderately staisfied level. Furthermore, in terms of speed of services

and staff behaviour, customers' satisfaction was in in highly satisfied level.



Factors influencing satisfaction of BAAC's customers at Phathumrat
Branch, Roi — Et province were staff behaviour, systim of services and data
Of services. Multiple correlation coefficient value was eaual to 0.418. All
Independent variables could describe the variation of dependent variables up
to 17.5 percent.

Customers’ opinion and recommendations on the services of BAAC
At :hathumrat Branch, Roi — Et province mostly stated that the Bank should
Improve or locate new service accommodation for convenience in serving a
Large number of customers, adjust ht office, arrange parking and prepare
Signs indicating service windows. The second recommendaticn was that the
Bank should employ queuing system in customer services system in order
to create equality in the services. In addition, it was recommended that the
Bank should set serving time for each type of services and the Bank

should be punctual in appointment with the customers.



