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Abstract

This research aimed to study and compare the customers’ opinions on quality of
service, behaviors in using the service, marketing factors which influence their decisions on
using the service of the Bank for Agriculture and Agricultural Cooperatives, Kuchinarai
Branch, Kalasin Province. There were 14,000 customers in the bank in 2007, and 389 of them
were selected as the samples in the study, classified by gender, age, education, income and
career, using Yamane Formula and Convenience Sampling. Questionnaire was used as the
tool of the study, and statistics used in the analysis consisted of Percentage, Mean, Standard
Deviation, #-test, f~test {one-way ANOVA) and Post hoc comparison by LSD (I.east
Significant Difference), with reliability value at the .05 level.

The results of the study are as follows:

1) Most of the customers of the Bank for Agriculture and Agricultural
Cooperatives, Kuchinarai Branch, Kalasin Province were female with primary education.
Their average incomes from agricultural careers were less than 5,000 baht per month.

2) Regarding the opinions on quality of service, overall, they were at a high level.
The highest average belonged to understanding customers and politeness. The seé:ond highest
average belonged to safety as well as ability, credibility and being approachable while the
lowest average belonged to reliability.

3) Regarding the behaviors in using the service, the frequency was less than once a

month on working days (Monday to Friday). The period of service use was between 07,00~



12.00 am. The average length of each service was less than 15 minutes. The average expense
of each service was less than 100 baht. The services used in each time were deposit and
withdrawal. The services mostly used were also deposit and withdrawal, People involving in
making decision to use the service were relatives. The additional service requested from the
bank was more parking space.

4) For the opinions on marketing factors affecting the decisions on using the
service of the customers, overall andr individually, they were at a high level, The highest
average belonged to personnel aspect, The second highest average was the aspect of physical
characteristics and the aspect of venue as well as sales distribution while the lowest average
belonged to the aspect of marketing promotion.

5) The results of the comparison of the opinions on quality of services which had
the significance towards the decisions on using the service of the bank, classified by gender,
indicate that the different level of agreement on quality of service affecting the decision on
using the service, in the aspect of reliability, being approachable and safety, was statistically
significant at the .05 level. For the aspect of products, the aspect of venue and selling and the
aspect of physical characteristics, the opinions were not different.

6) The results of the comparison of the opinions on marketing factors which had
the significance towards the decisions on using the service of the bank, classified by gender,
indicate that the customers’ level of agreement on the price aspect, the marketing promotion
aspect, the personnel aspect and the process aspect were different from each other with the
statistical significance of .05. For the aspect of products, venue as well as sales distribution,

and the physical characteristics, the opinions were not different.



