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ABSTRACT

This study has three objectives, which are to study the general information of a bank
employee though about the merger and acquisition, the level of satisfaction of the employees, as
well as the general characteristics and behaviors and factors influencing customers’ using
services, as well as to study consumers’ satisfaction while using the Thanachart Bank Public
Company Limited, Ayutthaya Branch after the acquisition and merger with Siam City Bank
Public Company Limited

The data used in this study was primary data collected through questionnaires and
interviews, and based on a random sample of 400 customers who use the services of The
Thanachart Bank Public Company Limited, Ayutthaya Branch. The statistical methodologies
adopted for the analysis were descriptive statistics and rating scale using Likert’s concept, Chi-
Square analysis and order probit. In the primary study, the majority of the respondents were
female, between 51 and 60 years old, educated through the bachelor degree level, married, are
business owners, with an income ranking from 10,001 to 20,000 Baht per month. The behavior

study found that the majority of sample group have been customers for more than 10 years. They



use the services 1 to 3 times per month, between 10.01 to 12.00 on Monday. The types of services
which the customer uses is saving; they have one account, mainly a savings account. The purpose
to use services during this time is to deposit into their savings account. Their source of
information and recommendations came from a bank employee.

The study on the factors which influencing the use of services of customers found that
the top three most important factors given by the sample group were the personnel, the process
and the place, respectively, and the satisfaction study revealed that the greatest levels of
satisfaction with the personnel, the place and the product respectively, with all these rated as
highly important

The study into the relationship between personal factors influencing satisfaction
with marketing mix of the service in seven aspects to the significant level of 0.05 found that sex
has a significant relationship with satisfaction with price and age has a significant relationship
with satisfaction with personnel, and income have a significant relationship with satisfaction with
personnel and place. Moreover, this study used Order Probit model by using high probabilities
and Marginal Effects technique found that the personal factors influencing satisfaction on all
seven sides, which are 1) martial status: single/married/divorced 2) occupation: student 3) income

with 0.1



