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ABSTRACT

The purpose of this independent study was to study the satisfaction of Maejo
University students towards the ATM student identity card issued by Bangkok Bank Public
Company Limited. The instrument used was a questionnaire. The sampling group was 280
freshmen who were studying at Faculty of Agricultural Production, Maejo University, and used
the ATM student identity cards. The obtained data were analyzed using descriptive statistics
which were frequency, percentage and mean.

The results showed that the majority of the respondents were males at the age of
18-20. Most of them were studying in a 4-year program, had the monthly budget of 3,000-5,000
baht and used ATM cards 2-3 days a time for cash withdrawal. The advantage that they gained
the most was from cash withdrawal. They usually used ATM during the semester at around
12.01-6.00 p.m. They admitted that a benefit of using the ATM cards was convenience. The
number of the ATM cards used the most was 2 and most of the cards were issued by Bangkok
Bank.

Regarding the Service Marketing Mix, it was found that on the average the

students satisfied at high level with all factors which were products or service, physical



evidence and presentation, people, place, price, process respectively except promotion factor

that they rated average at low level of satisfaction. The details of each factor were as follows.

Product or Service Factor the respondents rated the overall satisfaction at the high
level of average score. The first-three-rank sub-factors were that the ATM code could be
changed frequently as they want, the ATM cards were unique (had the university’s name on
them) and could be used with an ATM of any banks.

Physical evidence and presentation Factor the respondents rated the overall
satisfaction at the high level of average score. The first-three-rank sub-factors were reputation
and reliability of Bangkok Bank, modern equipment and machines, and atmosphere in the bank.

People Factor the respondents rated the overall satisfaction at the high level of
average score. The first-three-rank sub-factors were that the bank officers had good personality,
dressed properly, and looked reliable, they were friendly, and they have knowledge of the cards
very well.

Place Factor the respondents rated the overall satisfaction at the high level of
average score. The first-three-rank sub-factors were the 24-hour ATM service, the service
information provided at Call Center and personalized card service through the phone call.

Price Factor the respondents rated the overall satisfaction at the high level of
average score. The first-three-rank sub-factors were that the customers could transfer money via
any ATMs of Bangkok Bank to Bangkok Bank accounts in the same region with no service fee,
the 150-baht-first-application fee and the fee of bill payment made via any ATMs all over
country.

Process Factor the respondents rated the overall satisfaction at the high level of
average score. The first-three-rank sub-factors were account opening process, accurate
information shown on the cards, and process of using the ATM cards for buying products and
services.

Promotion Factor the respondents rated the overall satisfaction at the low level of
average score. The first-three-rank sub-factors were first-application fee reduction,

advertisement via direct media such as letters and e-mails, and information given via websites.



