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ABSTRACT

This study on customers’ expectation for nature of banking services was carried
out to find the necessary inputs for the development of future banking services to be
provided by the Siam Commercial Bank Public Company Limited. Information and data
were collected from questionnaire interview of a sample of the 397 clients of a Lamphun
city’s branch of Siam Commercial Bank Public Company Limited. Descriptive statistics were
used for the analysis of the results.

The findings indicated the majority of clients of Siam Commercial Bank at a
Lamphun city branch were females, 20-29 years old, bachelor’s degree graduates, single,
private business employees, with monthly income less than 10,000 baht.

At present, most bank clients came for cash deposit-withdrawal services. Most of
them came on Mondays during 8.30-10.30 a.m. and visited the bank 1-3 times per month.

The main reason for them to choose banking services at this Lamphun city branch was



the proximity or convenience of the location. The problem they often encountered at the
bank was too few windows opened for services.

The overall consumers’ satisfaction was rated as high. The most satisfactory
aspect of services given was that relating to personnel factor, followed by those relating to
factors of product, place and banking promotion, respectively. The price factor was assessed
to be moderately satisfactory.

The consumers’ expectation about the overall banking services was rated as
high. They expressed extremely high expectation for services in terms of place and
personnel, and also had high expectation for promotion, product, and price factors of the
bank.

Future development of banking services in terms of product was proposed for
the speedy and up-to-date system for opening new account and approval for ATM/Debit
cards, especially the upper ceiling for money transfer. This would help retain customers’
satisfaction. The bank should also provide a queue system for deposit-withdrawal services
enabling the customers to sit down and read newspaper or magazines while waiting. In
terms of price factor, the bank should use other incentives apart from interest rate like
campaigns for certain target groups to use banking services such as complimentary life
insurance or scholarship programs for certain depositors, and international standard levels
should be used to calculate service fees. For market promotion, gifts should be given to
customers on various occasions or in special seasons. Banking personnel should be
developed with human resource development strategy for them to adjust their thinking, to
acquire more knowledge, and to increase their work efficiency. Furthermore, quality
assessment and control measures should be adopted to help increase consumers’
satisfaction. The place factor might be improved by expanding service space within the
bank office to accommodate more customers; and if this is not possible, another sub-

branch should be set up in the neighborhood to serve customers adequately.
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