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ABSTRACT

This study dealt with factors affecting customers’ satisfaction with services provided by
the Thaphae branch in Chiang Mai of Siam Commercial Bank (Public Company Limited) as well
as identified the problems faced by the customers and their recommendations. Information was
collected by questionnaire interview from 500 samples of the customers of the bank.

The findings indicated the majority of samples under study could be characterized as
female (53.60%), aged between 21-30, with education beyond bachelor’s degree, private business
company employee, having 5,001-10,000 baht average monthly income, and single. The main
service types they used were deposit, withdrawal, and money transfer (76.00%). The next most
popular banking services used by the customers were fixed saving, mutual fund investment,
financial loans, credit programs, credit card, life and non-life insurance schemes, in order of
customers’ demand.

For the convenience factor, the customers of Siam Commercial Bank at Thaphae branch
were satisfied most with the element of enthusiasm and attentiveness of bank workers in giving

services (97.20%) and least with the speed of service delivery (80.80%). Concerning the place



factor, they were pleased most with the security and accountability of the bank (99.00%) and least
with provision of parking area (34.40%).

On the issue of determinants of customers’ satisfaction, the study found that publicity to
invite people to use the bank’s services was most important followed by the factors of
convenience in traveling to the bank, clean and cozy atmosphere in the servicing area, and quality
assurance by the bank. All these four factors combined have the likelihood to increase customers’
satisfaction by 45%. Meanwhile, the bank’s servicing system and the speedy service provision
together can enhance satisfaction level by 35-40%. Service quality of the bank, age and education
of customers, however when becoming higher can improve the chance that customers will get

higher satisfaction no more than 20%.



