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ABSTRACT

The objective of this independent study is to study the level of customer satisfaction and
problems with the services provided by Banking division, Bank of Thailand, Northern Regional
Office. The research results can be used as a guideline to solve such problems, and to provide
feedback for management of the Banking division to find solutions in order to improve services
and enhance customer satisfaction.

The study is focused on the quality of service. The data compilation was undertaken
through questionnaires distributed to all 53 service users, which were divided into 2 groups. The
first group consisted of users who visited the office of the Banking division which included 2
Bank of Thailand officers, and 16 staffs of Commercial banks, Chiang Mai branch. The second
group consisted of users who did not visit the office of the Banking division used phone service
which included 18 Bank of Thailand representatives located at District Treasuries in the North
and 17 Northern clearing houses officers.

The collected data were subsequently analyzed through descriptive statistics such as
frequency distributions, percentage and arithmetic means.

The results show that service users were satisfied with the services at high level in the
following aspects which were service minded, accessibility, trustworthiness, reliability of the
working system, active response to customers, competency, convenience communication,

security, understanding and knowing customers very well, as well as service awareness.



However, problems have been specified at low level in the following aspects which were
unclear information, delay services, insufficient car parking, insufficient cleanliness of the service
place, the capability of officers, the lack of skills, politeness, and the reluctance to provide
service. Other problems have also been found, such as out of date passbooks, and inconvenient
location for public transportation.

Overall, the respondents were highly satisfied with services of banking division, Bank of
Thailand, Northern Regional Office, while some problems are considered as insignificant.

The study has summarized some suggestions to Banking division, Bank of Thailand,
Northern Regional Office to improve its organization as follows: staff training to promote
understanding of good quality services, a survey of service conditions and attitude of officers, a
seminar to all users to notify systems changes, dissemination information to all users, visiting
service users, following up and evaluating services, and conducting a satisfaction survey of
service users periodically. Education activities should be used for public relation as well. Finally,
the problem of the delay in services from the banking division, Bank of Thailand, Northern
Regional Office, require a study of the working system, and the results from the study will be

used to set up standard times for each type of service provided.



