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Abstract

The research aimed to study the levels of quality in each service aspect of the Bank for Agriculture
and Agricultural Cooperatives (BAAC) on the whole picture and to compare the perception of BAAC’s
customers by sex, age, educational level, occupation, and income. The samples consisted of 398 respondents
who used various services of all the 13 branches of BAAC in Udon Thani Province. The data collecting method
was a structured interview. The statistical analysis on personal factors of the customers was in the form of
percentage and frequency. The mean and standard deviation were used to study the perception levels on the
factors affecting service quality. In comparison of perception of the service quality on sex, the statistical value
of t-test was used. As for the comparisons on age, educational level, occupation and income, the analysis of
variance was employed.

The results of the study were: (1) the highest levels of service quality were confidence and security.
High levels were 8 secrvices: convenience, communication, capability, politeness, consistency, promptness,
appearance and understanding; (2) different sexes had no difference in perception of the overall service quality;
(3) different age groups were of statistical difference in perception of service quality (p<.05); (4) different
educational levels were of statistical difference in perception of overall service quality (p<.05); (5) different
occupations were found to have statistical difference in perception of overall service quality (p<.05),

(6) different income levels were of statistical difference in perception of overall service quality (p<.05).
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