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ABSTRACT

The objective of this independent study is to study customer's satisfaction toward in-store
branch services of Bangkok Bank Public Company Limited in Changwat Chiang Mai. The
sample population is 313 customers opening a bank account in the branch which operates in the
department stores. The Bank has operations in five branches which are in Carrefour Super Center,
Central Airport Plaza, Big C Super Center, and Tesco Lotus, Hang Dong and Kam Thieng
branch. The research tool to collect the data in this study is questionnaires, and the data analysis is
the descriptive statistics which is Frequency, Percentile, and Mean.

This study results showed that most of the customers are female and their age is about 26
- 30 years old. Their marital status was single while their profession was as an employee in a
private company. Their education level was in the bachelor degree, and they earned a salary in the
range between 5,001 to 10,000/a month. The service frequency over a 3 month period was 2 to 5
times by using the depositing and withdrawing service.

The study results showed that the customer’s expectation is rated in the highest level for
the credible factor, responsiveness and assurance while the expectation in the physical appearance
of the bank and attention to customers is rated in the high level.

In regards to the perception of performed services, the stady results showed that the

customer 's perception is rated in the highest level for the credible factor and assurance. And that



1s rated in the high level for the physical appearance of the bank, the responsiveness and attention
to customers.

Comparing with the mean score of the customer’s expectation and the mean score of the
perception of performed services, we have found that the mean of the perception is higher than
that of the customer's expectation in the physical appearance of the bank, attention to customers,
and the assurance from the highest to the lowest different mean score respectively. While the
credible factor resulted that the mean of the perception of performed services is as equal to that of
the customer’s expectation. Moreover, in the responsiveness factor showed that the mean of the

perception of performed service is higher than that of the customer’s expectation.





