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ABSTRACT

The objective of this research was to study about the Customer Satisfaction Towards
Laser Zone Bill Payment Services of Siam Commercial Bank PCL in Bangkok Metropolitan. This
study based on Integrated Service Marketing Theory except personnel component. The data were
collected from 300 samples that were using or used Laser Zone Bill Payment Services in
Bangkok Metropolitan by questionnaires and were analyzed by descriptive statistics that
presented in tables of frequency and means.

The results were as follows:

Most of the customers were female among the age of upper 41 years old with
bachelor degree. The customers work in the private companies which earn average income 10,001
- 20,000 Baht per month. The number of time that the customer used these services was 2 — 3
times per month. The most popular time is around 17.01 - 20.00 and the type of service that they
usually used was paying expend from credit card.

The customer satisfied in high level toward the integrated service marketing factor
which was the services processing, prices, physical appearance and services style, products, and
services channels. On the other hand, the average of promotion marketing was satisfied in

medium level. In terms of the sub-factor in the integrated service marketing, for the services



processing was the corrected lists, for the price was economy of time and traveling expense, for
the physical appearance and services style was modern technology, for the products was easy to
use, for the services channels was the period of closing and opening and the last one for the
promotion marketing was the Bank public relations.

The customers had some problems with the integrated service marketing in medium
level about the promotion marketing and services channel. Moreover, the customers had some
problems with the integrated service marketing in low level about the price, products, physical
appearance and services style, and service processing. The sub-factor of the integrated service
marketing that had problems was the customers were not informed about the news updated from
bank, the number of the machine was not enough to serve the customers, the fee was not
appropriate, the machine was not read the invoice barcode, lack of the personnel space when

using the machine and the machine usually out of order.



