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Independent study Title Factors that affect savings-service customer

satisfaction at Krungthai Bank

Researcher Miss. Paillin Rueanmoon
Degree Sought Master of Business Administration
Advisor Kiattisak Smaksman, Ph.D.
Academic Year 2016

Abstract

Objective of this research was to study factors that influenced customer
satisfaction on savings service at Krungthai Bank. Research framework applied
relationship of factors based on European Customer Satisfaction Index (ECSI Model),
which included perceived value, perceived quality, image, customer expectations, and
customer satisfaction.

Survey applied probability sampling technique by using stratified sampling and
simple random sampling to collect data from customers who use savings service at
Krungthai Bank in urban areas. Questionnaires was used to collect data from 450
customers of Krungthai Bank’s savings service. Data would then be analyzed by using
descriptive statistics which included percentage, mean, standard deviation. Hypothesis
was tested by using t-test, F-test, and Pearson Correlation Coefficient.

Findings revealed that most respondents were females, 22-30 years, single,
with bachelor degree, working in private sectors, with monthly income between 20,001
and 40,000 Baht. Based on hypothesis testing, image, quality -awareness, value
proposition, and customers’ expectation were factors that directly affected satisfaction
of customers who used savings service at Krungthai Bank at 0.05 statistical significance
level. These results implied that Krungthai Bank should have prioritized factors that
affected satisfaction of customers who used savings service at Krungthai Bank, which
were corporate image, quality awareness, value proposition, and customers’

expectation.

Keywords: Value proposition, Quality awareness, Image, Expectation, Satisfaction
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A15197 4.19 WSguileuaNuLana19sERIteaNUienelalun1sleus NsAURURINTIMUNAIL

b

LA Mean Std. t Sig.
Deviation

auANUanelavegnal ¥ 5.43 0.723 1.069 0.358
AN 5.35 0.717

AUNITTUIAMAN Y 5.25 0.843 2.243 0.397
AN 5.07 0.847

AUNTTUIAUA N WY 5.70 0.729 1.374 0.032
AN 5.60 0.830

AUANUAIANTIVRIGNAT U8 5.82 0.796 0.193 0.556
AN 5.80 0.783

AUAIUTNANG Yy 5.19 0.968 -0.390 0.873
AN 5.23 0.951

AUN NS NBAIYOITUIATS v 5.70 0.696 0.335 0.152
AN 5.68 0.742

AUTDTBAUTIUIINGNAN Y 5.40 0.949 -0.506 0.978
AN 5.45 0.934

AT Yy 5.50 0.548 0.826 0.472
TN 5.46 0.581

INANTIN 4.19 namaTginuladeanuiianelavesgnanlunislduinisauGy
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A15197 4.20 WSguieuAULAnA19sERIeANUienelalun1seus NsAURURINTIMUNAY

gl
218 Mean Std. F Sig.
Deviation
auAUianelavesgnal  deendl 22U 5.83 1.010 0.847  0.496
22-301 5.40 0.719
31-40% 5.40 0.735
41-50% 5.24 0.653
51-601 5.00 0.000
11nN31 60 U 0.00 0.000
57U 5.39 0.720
AUNTTTUIAAN Wewnin 22U 5.89 0.770 0.622  0.647
22-301 5.15 0.831
31-40% 5.15 0.899
41-501 5.21 0.764
51-601 5.00 0.000
111N 60 U 0.00 0.000
ItV 5.16 0.849
AUNTTTUIAMA N wewnin 22U 5.60 0.872 0455  0.769
22-30% 5.68 0.739
31 L 407 5.60 0.893
41-507% 5.60 0.581
51-601 5.00 0.000
111N 60 U 0.00 0.000
594 5.64 0.785
AUANNAIANTIveIgnAN  deendl 22U 5.42 0.946 0.969  0.424
22-301 5.85 0.778
31-40% 5.81 0.811
41-50% 5.66 0.751
51-601 5.00 0.000
117N 60 U 0.00 0.000




A1519% 4.20 (710)
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21¢) Mean Std. F Sie.
Deviation
54 5.81 0.788
AIUAIILAITNANA Uoonin 22U 5.33 1.333 0.471  0.757
22-301 5.24 0.991
31-40% 5.22 0.902
41-50% 5.02 0.981
51-601 5.00 0.000
11nN31 60 U 0.00 0.000
57U 5.21 0.958
PIUNNANWAIYDITUIAS  Uesnin 22U 5.75 0.901 0.469  0.758
22-301 5.72 0.737
31-40% 5.65 0.701
41-501 5.69 0.698
51-601 5.00 0.000
111N 60 U 0.00 0.000
594 5.69 0.720
autedeaseuangnAn  dsendl 22U 5.56 1.388 1.759  0.136
22-30% 5.53 0.918
31 L 407 5.29 0.942
41-507% 5.33 0.996
51-601 5.00 0.000
111N 60 U 0.00 0.000
594 5.43 0.940
AN Uoonin 22U  5.63 0.881 0.765  0.548
22-301 551 0.566
31-40% 5.45 0.580
41-50% 5.39 0.488
51-601 5.00 0.000
117N 60 U 0.00 0.000
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A1519% 4.20 (710)

21¢) Mean Std. F Sie.
Deviation
374U 5.48 0.566
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A15199 4.21 WS UgUAINULANE195ENI19ANUNIND T TN TFUS NS UR LA NI UNAIL

A071UNTN
A01UNN Mean Std. F Sig.
Deviation
Aumufisnela  lan 5.41 0.740 0.785  0.503
ausa / ogelefiu 5.38 0.691
ng1319 / vihhe / weniuey  5.21 0.710
Buq 545 0511
gL 5.39 0.720
aunssuiamAt  lan 5 Jik 0.881 0.229  0.876
ausa / egneu 5.13 0.821
we131 / e / weniuey  5.13 0.777
Buq 533 0521
334 5.16 0.849
Aumsiuiaunm  lan 5.68 0.817 0.477  0.698
ausa / egneiu 5.58 0.768
ng1319 / vihe / weniuey  5.65 0.596
Buq 558  0.636

33U 5.64 0.785
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ADUNN Mean Std. F Sie.
Deviation
PIUAINAINATY  Lan 5.86 0.811 1.100  0.349
ausa / egmeu 5.74 0.766
we$a / wine / uweniuey  5.66 0.701
Bun 578 0.640
3 5.81 0.788
PIUAINAINANG  Lan 5.23 0.954 0.698  0.554
ausa / egeeu 5.19 0.939
ng1319 / vihe / weniuey  5.04 1.047
Buq 5.50 1.057
3 5.21 0.958
AIUNINANYA lan 5.70 0.739 0.060  0.981
ausa / ogalefiu 5.67 0.684
ng1319 / wihe / weniuey  5.70 0.704
Buy on e MEHAT]
590 5.69 0.720
AUTTDITEU Tan 5,54, 0.956 1.958  0.120
ausa / egeneiu >l 0.929
ne$e / wine / uwenfuey 538 0.834
Buq 57 P N0 783
3 5.43 0.940
ANTI Tan Gy | 0.593 0.900  0.441
ausa / g 5.42 0.533
ng1319 / vihe / weniuey  5.40 0.433
Buq 552 0547
3 5.48 0.566
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ngnen dananinasluunnndt 0.05 waned1 aaunwiwansnsiuiinanedaduaninufisnels
vosgnAtunsldusnisautudnnslunnsaswaglusemu loua duanuianelavesgna
%4 4 4 b4 el a 4

ANUNITTUIAMAT ATUNITTUIANAIN ATUAINAIANTIVEIZNAT A1UAIIUIIINANG A1

AENwalYeIsUIANT Muteseaseuangnan ldunnsneiu Aseaulieddsy 0.05
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FZAUNITANE
ILAUNITANT Mean  Std. F Sig.
Deviation
AuANNTanelavesgna fnIUS ey n3 571 0747 1.954  0.120
USeyayns 536  0.730
Yseyyln 538  0.694
Usgygyan 4.75  0.000
LY 51 61°) 0.720
AUNITTUIAMAN mnIUSaes 551  0.834 1.500 0.214
USeyeyes 5435 -4/.0.877
Yseuln 515  0.801
UsygyLen 500  0.000
379U 5416 0.849
AUNTTTUIAMA N mnIUSaaes 15 N 1.127  0.338
USeyayns e \ (P
Useyayln 5.65  0.855
UsgygyLen 520  0.000
Ry 5.64 0.785
AuAUAIANIIYeINAT NSy a3 6.09 0814 1.120  0.341
USeyayns 579  0.803
Yseyln 581  0.759
Usgygyan 6.00  0.000
LY 5.81 0.788
AIUAIILAITNANA fnIUSeaes 554  1.080 1.063  0.365
USeueyes 521 0.922

Useuaunln 517  0.996
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AN519% 4.22 (710)

ILAUNITANT Mean  Std. F Sig.
Deviation

Usgygien 5.00  0.000

LY 5.21 0.958
funmdnuaivesinms  sniUSyes 589  0.784 0.825 0.481

USeyayns 568  0.716

Yseyyln 569 0718

Usgygyan 6.25  0.000

LY 5.69 0.720
AUTDTBUTIUIINGNAN mnIUSaaes 568  0.882 1.195  0.311

USgyeyes 544  0.975

Yseuyln 536  0.888

Usgygyien 6.33  0.000

379U 5.43 0.940
AT mnilSuanes 576 0.653 2172 0.091

USeyayns 546  0.570

Useyanln 546  0.539

Usgygyken 550  0.000

LY 5.48 0.566
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A15197 4.23 WSeuiisuanuLana19sERIteauienelalun1sleus nsAuRURINIIMUNAY

DTN
9% Mean Std. F Sig.
Deviation
AIUATLNIND 1A PIFIVNNT 5.18 0.746 2.096 0.065
S§lamna 5.29 0.702
WinIULeNYU 5.42 0.723
DITWEAIUA 5.56 0.613
e/ Wileviheu  6.75 0.000
Bun 5.32 0.630
334 5.39 0.720
AUNNTTUSARAN 11313 5.07 0.748 0508  0.771
Spiamng 5.19 0.885
WY 5.16 0.891
DIIWAIUR 5.17 0.529
19/ ldlavinnu 6.33 0.000
Bu 5.22 0.482
374 Hal 6 0.849
AUNTFUIAMAI  U15719NIS 5.44 0.689 1.281 0271
Sgiamng 5.64 0.591
WHNULDNYUY 5.66 0.793
DITNAIUA 5.82 0.604
e/ ldlevininu 6.60 0.000
Buq 5.53 1.377
334 5.64 0.785
AIUAIIUAIANTY UIFIUNNT 5.62 0.752 1.313 0.257
eheGRIAK 5.66 0.713
WUNIULDNYU 5.86 0.803
DITWEIUA 5.76 0.713
19w/ Wlevines 6.50 0.000
Bun 5.90 0.828
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21N Mean Std. F Sig.
Deviation
334 5.81 0.788
AIUAILSTNANA  115IUNT 4.99 0.923 1.684 0.137
S§lamna 5.04 1.075
WinIULeNYU 5.24 0.955
DITWEAIUA 5.49 0.768
1eu / Wilevihew 6.67 0.000
Bun 5.18 0.967
334 5.2, 0.958
ATUNINAN LA 191519013 5.55 0.746 0.803 0.548
Spiamng 5.77 0.681
WY 5.69 0.729
DIIWAIUR 5.78 0.723
19w/ ldlaviniu 6.50 0.000
Bu 5.73 0.513
33U 5.69 0.720
AUTDIDISIU 15U 5.45 0.971 0.989 0.424
Sgiamng 5.30 0.924
WHNULDNYUY 5.45 0.942
DITNAIUA 5.44 0.855
e/ ldlevinanu 6.67 0.000
Buq 5.07 0.978
334 5.43 0.940
AN UIFIUNNT 5.33 0.466 1.788 0.114
eheGRIAK 5.41 0.535
WUNIULDNYU 5.50 0.578
DITWEIUA 5.57 0.566
e/ Wilevines 6.57 0.000
Bun 5.42 0.581
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A1519% 4.23 (o)

21N Mean Std. F Sig.
Deviation
374U 5.48 0.566
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AN5199 4.24 WS UgUAINULANE195E1I19ANURINe L luN1STFUS NS UR LA NTIWUNAIL

seldadedolion
selgadesolion Mean  Std. F Sig.
Deviation
AUAIIUNINDLA wouni1 20,000 UM 5.38 0.705 0.673  0.611
20,001 - 40,000 um 5.41 0.747
40,001 - 60,000 U 5.28 0.667
60,001 — 80,000 U 5.81 0.554
80,001 - 100,000 umwm  0.00 0.000
111A731 100,000 UM 5.00 0.000
33U 5.39 0.720
AUNNTTUSARAN W31 20,000 UM 5.10 0.832 0.484  0.747

20,001 - 40,000 uw S819 0.885
40,001 - 60,000 U 5. 24( 0.781
60,001 - 80,000 um 5.08 0.167
80,001 - 100,000 v 0.00 0.000
111N77 100,000 UM 5.00 0.000
BN 5.16 0.849

AUNITTUIAMAN 1N 20,000 UM 5.62 0.776 0.303 0.876




A1519% 4.24 (7o)
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s1eldadusiaou Mean  Std. F Sig.
Deviation
20,001 - 40,000 um 5.65 0.837
40,001 - 60,000 U 571 0.571
60,001 — 80,000 U 5.70 0.200
80,001 - 100,000 umm  0.00 0.000
111A71 100,000 UM 5.00 0.000
334 5.64 0.785
AUAIIUAIANIG 1aunI1 20,000 UM 5.81 0.756 0.474  0.755
20,001 - 40,000 um 5.83 0.820
40,001 - 60,000 un 5ull2 0.797
60,001 - 80,000 U 5.94 0.515
80,001 — 100,000 umm  0.00 0.000
1711177 100,000 UM 5.00 0.000
334 581 0.788
AUAINLITNANG Wosndi 20,000 UM Sl 0.931 0.650  0.627
20,001 — 40,000 um 5.24 0.975
40,001 - 60,000 U 9205 1.010
60,001 — 80,000 U N7 0.877
80,001 - 100,000 umwm  0.00 0.000
111A731 100,000 UM 5.00 0.000
334 5.21 0.958
AUNNEN YA Wosndn 20,000 UM 5.69 0.678 0.554  0.696
20,001 - 40,000 um 5.67 0.770
40,001 - 60,000 U 5.84 0.638
60,001 - 80,000 un 0,210) 0.826
80,001 - 100,000 umm  0.00 0.000
111A731 100,000 UM 5.50 0.000
PIEY 5.69 0.720
AuteseaseuangnA1  Hoendn 20,000 UM 5.48 0.924 0.619  0.649
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A1519% 4.24 (7o)

s1eldadusiaou Mean  Std. F Sig.

Deviation

20,001 - 40,000 uw 5.42 0.961
40,001 - 60,000 Um 5.29 0.918
60,001 - 80,000 um 5.00 0.981
80,001 - 100,000 v 0.00 0.000
111N37 100,000 UM 5.00 0.000
BN 543 0.940
AINTIU 1puna1 20,000 U 5.47 0.543 0.182 0.948
20,001 - 40,000 uw 5.49 0.601
40,001 - 60,000 Um 5.45 0.502
60,001 - 80,000 Um 5859 0.465
80,001 - 100,000 v 0.00 0.000
111N 100,000 UM 5.07 0.000
ERLY 5.48 0.566
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