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Abstract

The research aimed to study 1) the social and economic features of the customers of Thai
Military Bank Public Company Limited (TMB), Satun Branch 2) the features of TMB customers’
financial service application 3) satisfactions and factors affecting the customers’ satisfaction on
financial services provided by TMB and 4) problems, threats, and suggestions on financial
services provided by TMB, Satun Branch. The data was collected from 120 active customers
having deposit with TMB, Satun Branch. The descriptive statistics and Chi — Square X2 were
implemented.

The results revealed as details. Most of TMB customers were male, 54.2%, with the
average age 38 years old. The customers were married, 52.4% and 74.2% of them were
Buddhists. The customers, 45.8%, were bachelor degree educated or higher. Most of the
customers, 63.3%, had their hometown in Muang District, and 42.5% of them have their offices
locating in Satun Municipality. The customers were company employees, 35.8%. The average
personal and household incomes were 23,000 and 56,500 baht respectively. The average
household expense was 17,540 baht. The average debt amount was 9,700 baht.

In average, 2 household members were TMB customers, Satun Branch. The average
number of saving account was 2 account each household. The reasons why the customers use
TMB services were as details. The bank officers friendly served the customers, 63.3%. The
period of being TMB customers was not over 5 years. The frequency of service access was 1-2
times a week, 36.7%, and the service period was less than 10 minutes. The majorities perceived
the bank information via television broadcasting, 87.5%, and bank officers, 70.8%. All of the
customers used the services as deposit, withdrawal, and transfer. The deposits were normally

saving money, 99.2%. The customers, 91.7%, hold saving accounts together with ATM cards
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which was classified as no limit card, 73.3%. The services were goods and service payment. The
payment for mobile service was 48.4% while the payment for life and risk insurance was 20.0%.

TMB customers, Satun Branch were satisfied with the financial services in the high
level. The aspects were listed as following. The records in the book banks were precise and
accurate. The services provided by ATM machines were swift. The bank officers actively served
the customers with modest and clear explanation. The transaction documents were always ready.
The seats were adequately available with provide drinking water. Meanwhile, the customers'
satisfaction in the moderate level was only the convenience on parking lots.

In view of social and economic factors, sex and career of the customers related to the
customers' satisfactions on the service officers with statistically significance at OL = 0.05.
However, the customers’ behavior factors did not relate to the customers’ satisfactions on the
financial service.

Problems and threats on financial service application were as details. In view of the bank
products and leaflets were difficult to understand. In view of the officers' performance, few tellers
were on duty. In view of the place, parking lots were limited. The customers raised the
suggestions as following. The numbers of service officers to be on duty should be increased. The
parking lots should be adequately provided. The automatic queuing system should be
implemented. The staffs should be trained for knowledge enhancement. Finally, the leaflets

should be verified before launching.
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