o

MIATUIHISEIHY NTImeRedee i 7 1 fufl 4 (manax - Fwanen 2558)

= £% s a s L4
ﬂ’J”lNW\‘iW’ﬂ?@’ﬂ’ﬂ\‘iuﬂﬁﬂ‘l&l”l?%ﬂﬂ’]uuﬂ”ﬁﬁu”lﬂ”li?uuﬂi‘lﬂﬂ’NL’Ji’:l\‘l@‘ld‘l’lu
sssmigusyrtulnelszrnauan senistdtiasinAnuiuuudnsiafids
2 1
AFIFRIATTNITATNNUIELNARTT
Satisfaction of students in banking institute in Vientiane,
Lao People’s Democratic Republic towards using student identify cards as ATM

cards of the banque pour le commerce exterieur Lao.

aa1a19ag gusmes’ uazlsau ssHFua”
UNAntia

nafuAiuLUaaaZi BTngUsrasdifeRnuaaRenelarssinAnunsaniunisouanasiaing
nAneuuuTasefiineessuiaisnisfitsnslsemeans mvnew) Tuuasmassdsesdumi aul.aa ngusaetng
TunnsRnennsed e dnAnufiamedondenluaaiiunissuians s 370 519 Tneuuuaeunisiin
Lﬂ%\iﬁﬂ"fumﬂﬁu%@y”@ m'ﬁLmﬁ:ﬁ%md@?%ﬂﬁﬁL%@WﬁimuWTﬁLLﬁ AINE Zeeay LaTATRAY

HaN1IANEINLT deauuuussuandoninglnnands a1y 18-22 3 szdunisAneniynyies
adninBewsinAnen snelfeansa@eusingn 1,500,000 fu Huanswefidusnnnd 1 Feusenss ugaaaan
ﬁsf%ﬂ@ﬂ‘ﬁqﬂﬁ@ 1R 12.01-18.00 . Wudn9tududuns m@;wﬂﬁLf?mﬂcf%u%mﬁﬁ@ﬂm’rm?%u%mﬁﬁ@mm 24

FalHa waryniu s lamiAlFsunn ndndudy fa HiNeni150auEuan InganuifisinfAnuiaaiiun19suIAg

v
s

Wuansussfigafe fumihanniuniasnats Santeneuduliudazasfindaamniduszmdng 50,000-150,000
fu Ganudnilomiibismnsal¥uing vde lazaonTunnsliuiniedes fe fiafiduiniees

nanIsRnEIdlazaNn1TAaIALEnIg Tadefidonadaninfanalarasipauuuuaaunndeing
SnAnuuUTRseTiENeeswIANINsANssTmAa AnedslnesantusrAuNn (AeRY 3.57) Beesnsy
An a9AUNEATITI/UEN1T (SEALNNN 3.83) TBIAINNAD ATHYARING (SLAUNIN 3.77) ATUNTLLINNTG
(5UNTN 3.59) FANFNHILNINENTN (SEFUNIN 3.53) amsUiladeiisedufifinasenisnanletanan
FLAUUMUNANIALA AUNNTEIFBNAITARNA (SEAUUINNAN 3.49) HINTBINIINITIATMHUNY (STAULINNES
3.42) UAZATHIIAT (SEAULIUNEAY 3.37) ANNATAL

%

A o o« ] A = | o : A : o
PITHNNANTUN WUQ"IZ\I}W@ULLUUNﬂUﬂqNNﬂquWQWﬂT@TﬂﬂﬁQNﬂ%TuﬁzﬂuNqﬂ (ARAY3.83) foiledugias

'
a =

A o o 2 A A y & v o o
NﬂWLQNHﬂQﬂNWQW@T@N’IWULlﬁﬂ 2l ‘ﬁu’lﬂfl‘iu%’ﬂlﬁﬂdLL@xNﬂQﬂNL%ﬂNu@Wﬂ@”ﬂﬂﬂ (eAUNIN 4.34) LLN%‘ﬂ’V’VEIT—_IﬂEI

=h_

'
A =<

a’jﬂ'ﬂm@ﬁmwwwa%ﬁwﬁuqmﬁwﬁﬂ FUULDLATATHYBITRTHANEIE9N (FEAUUIUNANS 3.41)

=h_

* sinfnemdngmsuimagaiasmdndia dmsuiuinis smdadesng anuimagsfia sninendedeeina

" g3 819139MARTIINTTRNIALNNIBUIATT ADELAMNSEINe amAnenduiZeaing

Vol. 1 No. 4 (October — December 2015) 315



MIATUIHISEIHY NTImeRedee i 7 1 fufl 4 (manax - Fwanen 2558)

Amsnan wudn freuuuuaeunniinanfenalalngsansg tusziuliunans (Aedy 3.37) deilade

dpafifAdnafsauiane laasuLInfe anT1A159INIEENIIERIAITNITAIFAINL T AR Gfuﬁﬁq‘mﬁu

'
=

a 1 v A & | o/ o/ 1 = 4' = o o v a
NN1TRUNIUGTIENFA 7 (SzAUUIUNAY 3.48) Lmzﬂ@wmwummmmwwqwg%mmu@mmﬂm
FRIIANEITHRLNN1TEEBAIN (SMS) (S2ALUINNETS 3.26)

Augeanienisdasiming wudngeasuuuasuainiinouianelalagsanad usrdudiunans

' A . o A A = o o A AL v A& ' | A o
(Aady 3.42) satladutaafiiAnafsauivne laaduusnie ﬂﬂ’m‘ﬂm\‘i@lﬂﬂL?JNT%LLGI@:’,LLM\?NWJWN‘U@@W‘IET‘H
N [ 5% [N A = = ° o % =1 ° 1 A & A A
A9 UENTT (SEAUNIN 3.50) Lmzﬁmmﬂmumm@ﬂﬂmwaw'ff@mmquwm Tuaugiefliduiifesnauay
Madalun1aiu3nIg (sesutunany 3.31)

Aunsdadnnisaana wudiesuuuusaunniinanionelalnesanegusziulunans (Aeds

'
=

3.49) datladusiaafiiAmasAiniene laatduLsnAe ﬁm'ﬂ?mfm&huﬁwhm WY Ang Tnsvies! fAnaansuay

'
=

WA RNN 1ufu (szsuNin 3.69) LLMﬁ@%ﬂ'@WﬁﬁhLﬁﬁﬁmmﬁaw&a%ﬁﬁﬁuqmﬁwﬁ@ An19449271987197 79
wnwy TudAquazihelawon (szdulaunans 3.29)

FNUYARTING ‘wud’m}m‘uLL‘uuzm‘umuﬁmwﬁ\awgﬁfﬂmmqmﬁmzﬁumﬂ (ANWAY 3.77) seiledutoy
Ad ! A =1 o o/ =1 o/ = a 1 dl [ = = % 1 4 =1
fifidnadsarnianalaanfuusnie wiinemdyadnainuaznisusianieiigniniussdeuideuiesdndeie
(5zAuNIN 4.01) uaziledugasiianadsanuitonelagisugaiinefe wiineulid3nuuazuinnsgnén
BENLFNTNTA (SZAVUNIN 3.60)

AusnEngnenenin wodfesuuuuasuaniinouionelalaasaneguszduann (Auede 3.60)

sintladsaafiiAatsanisweladduLsnAe :ﬁmwﬂ@mﬁﬂéT%TaJﬁ@aﬁﬂL?iumf%mumﬂﬁﬁﬁzuuﬂmﬁ’uﬁm

! '
= ' =) P= P a

= o o P o P A
Li’rNﬂ’IﬂNﬂﬂﬂﬂﬂﬂ?‘uﬂﬁi‘ﬂ’]ﬁﬁﬂﬁi&l‘ﬂ’mﬂ’]‘iLGN@]?G‘TWTC”IN"IW?E’]%N’WI@ (FemUHN 3.80) warilequdaaiAaay

v
% a

=1 o o ¥ =1 a A < a s
arnanalasndiugaiingite udnuseuindieiliBiressuasianuazetn (sEAUUWNAN 3.26)
Anszuanms wodgesuuuuaauanniianfonelalagsaneg tusziunnn (Ausde 3.59) setlade
1 tdld ! tdl =3 i o/ A -4 o/ v zdl % v v o/ o/
dopfifidnndaanftonelasiuusnie JayauninsgnissnuenansiiliudaBiuswinis (szdunin 3.79)
uwaziladdasiiddadananufioneleddugainafie Tunsuuazinanlunissensssuinnasainaiiag

(5zAUUIRNANY 3.29)

ABSTRACT

This independent study aims to examine satisfaction of Banking Institute students in Vientiane, Lao
PDR. towarding student ATM card of Banque Pour le Commerce Exterrieur Lao Public. Samples of this study were
identified to 370 students registering on courses at the Banking Institute. Questionnaires were used as the tool to
collect data. Data obtained were, then, analyzed by the use of descriptive statistics, consisting of frequency,

percentage, and mean.
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The findings presented that most respondents were female in the age of 18-22 years and studied in Bachelor’s
degree. They were students, whose monthly income was lower than 1,500,000 Kip. They frequently used ATM
service more than once in a month, during 12.01-18.00 hrs. on Monday. The Major Reason of using ATM service
was its daily at 24-hour service. The most benefit as gained from ATM service was the ability to get cash
withdrawal service. Place where they mostly took the service from was at the front of Banking Institute. In each
time, they made money withdrawal at the amount of 50,000-150,000 Kip. Major problem in using ATM service
was the frequent error of ATM machine.

The results of the study on service marketing mix revealed that in an overview (at the mean value 3.57),
factors namely product/service (at the mean value 3.83), people (at the mean value 3.77), process (at the mean
value 3.59), and physical evident (at the mean value 3.53) respectively affected the satisfaction of respondents
towards student ATM card of Banque Pour le Commerce Exterrieur Lao Public at high level. In the meanwhile,
factors namely promotion (at the mean value 3.49), place (at the mean value 3.42), and price (at the mean value
3.37) respectively affected their satisfaction at a moderate level.

Regarding product factor, the findings showed that in an overview, their satisfaction was ranked at high
level (at high level 3.83). The top satisfying element was the fame of the bank and the reliance of customers (at
high level 4.34) and the last satisfying element was beautiful design and colors of the card (at a moderate level
3.41).

In price factor, the finding showed that in an overview, their satisfaction was ranked at moderate level (at a
moderate level 3.37). The top satisfying element was the ATM transaction fee as determined by the of Banque Pour
le Commerce Exterrieur Lao Public (at a moderate level 3.48) and the last satisfying element was the short
message service (SMS) fee (at the mean value of 3.26).

In place factor, the findings showed that in an overview, their satisfaction was ranked at moderate level (at
a moderate level 3.42). The top satisfying element was the safety location of ATM machine (at high level 3.50) and
the last satisfying element was the sufficient number of ATM machines to thoroughly serve customers (at a
moderate level 3.31).

In promotion factor, the findings showed that in an overview, their satisfaction was ranked at moderate
level (at a moderate level 3.49). The top satisfying element was the advertisement on media such as radio,
television, magazine, newspaper, and etc. (at high level 3.69) and the last satisfying element was the circulation of
service news and information via brochure, leaflet, and poster (at a moderate level 3.29).

In people factor, the findings showed that in an overview, their satisfaction was ranked at high level (at
high level 3.77). The top satisfying element was the polite and reliable personality and dressing of staff (at high level
4.01) and the last satisfying element was the fair advises and services that the staff provided to customers (at high

level 3.60).
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In physical evidence factor, the findings showed that in an overview, their satisfaction was ranked at high
level (at high level 3.60). The top satisfying elements were the security of the users themselves as they did not
need to carry a large amount of money and the international standard security protection system for ATM money
transactions (at high level 3.80) and the last satisfying element was the clean surroundings where the ATM
machines were installed (at a moderate level 3.26).

In process factor, the findings showed that in an overview, their satisfaction was ranked at high level (at
high level 3.59). The top satisfying element was the correct information appeared on the card in accordance with
the information given to the bank (at high level 3.79) and the last satisfying element was the procedures and times

being spent for producing a card after the application process was finished (at a moderate level 3.29).
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