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ABSTRACT

This study aimed to examine the factor influencing the customers’s choice of using
currency exchange and foreign remittance of a commercial bank in Mueang District of Chiang
Mai Province. Information and data were compiled by questionnaire interview of 400 samples.
Analyses were based on the results of descriptive statistics including frequency, percentage, and
arithmetic mean, as well as chi-square test.

The findings indicated the majority of the respondents who used the services could be
characterized as female, aged 31-40, bachelor’s degree graduate, private company employee/
worker, with 10,001 — 20,000 baht average monthly income, selling foreign bank note in most
cases followed by selling travelor’s check and transfer-out foreign currencies, utilizing the
services 3 — 5 times per month, and making less than 10,001 baht per transaction in most cases
followed by 10,001 — 50,000 baht.

The most important factor affecting the customers’ choice of using currency exchange

and foreign remittance services was found to be personnel for the attributes of their knowledge,



capability and skills followed by the factor of price/cost in terms of foreign exchange rate
compared to those of other financial institution, and the factor of product for the availability of
diverse types of financial service. Specific to the question of service quality of Siam Commercial
Bank’s Tapae branch concerning foreign exchange and transfer, the respondents expressed their
high satisfaction, However, the most freguent complaint was inadequate staff to provide the
services under study, followed by the difference in foreign exchange rate either higher or lower

compared to the rates offered by other financial institution.



