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ABSTRACT

The objectives of this independent study were to study the satisfaction of customers
who used the services at Siam Commercial Bank (Public) Co.Ltd., Samut Sakhon Branch.

The data for this study was collected via questionnaire distributed to 400 customers.
The data was then analyzed and evaluated using frequency, percentage and mean.

The marketing mixed factors which influenced the satisfaction of customers towards
deposit and withdrawal services of the Siam Commercial Bank, Samut Sakhon Branch, were as
follows. The customers were satisfied at average of high level towards service factor, with the
first ranking in this category being the variety of the bank’s service, |

The customers were satisfied at average of moderate level towards fee factor, with
the first ranking in this category being transfer fee.

The customers were satisfied at average of moderate level towards place factor, with
the first ranking in this category being sufficiency of application forms and facilities.

The customers were satisfied at average of high level towards personnel factor, with

the first ranking in this category being politeness and friendliness of staff.



The customers were satisfied at average moderate level towards physical evidence factor,
with the first ranking in this category being hi-technology.

The customers were satisfied at average moderate level towards service process factor,
with the first ranking in this category being convenient about service process.

In terms of problems, the customers ranked long wait in the line as the first serious
problem. The rest were insufficient parking space, insufficient number of staff, and inconvenient

location of the bank, respectively.



