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ABSTRACT

The purpose of this research is to investigate the customer”® attitudes toward the
services of Bank for Agriculture and Agricultural Cooperative of Phonsai Branch, Roi-Ed
Province, to compare the attitudes of customers toward the setvices, regarding gender,
educational background, occupation, service period, and type of the services, and to find some
useful suggestions for improvihg the service quality of Bank for Agriculture and Agricultural
Cooperative of Phonsai Branch, Roi-Ed Province. The samples were three hundred and seventy
eight customers of Bank for Agriculture and Agricultural Cooperative of Phonsai Branch, Roi-Ed
Province. They were selected by the quota random sampling technique. The instrument was a
questionnaire with a .83 reliability index. The statistics used were frequency, percentage, mean,
standard deviation, t—test (Independent Sample) and F—test (One —Way ANOVA),

Results of the research are as follows :

1. The average level of the customers’ attitudes toward the services was at a
high level (X =3.53). The five high rated items of the services were service value (X= 3.68),
customers’ expectation ( X = 3.56), service quality (X = 3.54), service mind (X = 3.52). The two
moderate rated ifems of the services were customer satisfaction (MX: 3.50) and service care
(3.38).

2. The attitudes of the customers towards the services regarding the different
genders, educational backgrounds, occupations, service periods and types of the services were

not different at the .05 level of the statistical significance.



3. In conclusion, the research suggests that the bank officers should offer friendly
and kind services to the customers. The officers should give clear and useful advice to the
customers. The officers should help the customers solve problems. The customers should be
provided with an equal opportunity for the bank services. The officers should be friendly and

kind to the customers. Lastly, steps of the services should be simple for the customers.



