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ABSTRACT

The objective of this independent study was to examine Customer Satisfaction towards
Service Marketing Mix of International Financial Services of The Siam Commercial Bank, Public
Company Limited Tapae Branch, Chiang Mai Province. The studied outcomes could be utilized
for the purposes of strategic planning and service development in order to satisfy customer needs.
The studied population was 400 customers of The Siam Commercial Bank, Public Company
Limited Tapae Branch, Chiang Mai Province.

The data collection was conducted through questionnaire and analyzed by using descriptive
statistic which consisted of frequency, percentage and mean. Followings are the research outcomes.
Most customers were female, aged from 31-40 years old. They were married and held Bachelor’s
Degrees. They were business owners, traders and general contractors. Their monthly incomes
were 40,001 — 50,000 Baht. The International Financial Services of The Siam Commercial Bank
they commonly used was to sell foreign banknotes. Their average expenditure per procedure was
10,001 — 50,000 Baht. They used the services of The Siam Commercial Bank, Public Company
Limited Tapae Branch, Chiang Mai Province for less than once a month. They have been using
financial services of The Siam Commercial Bank, Public Company Limited Tapae Branch,
Chiang Mai Province for more than 3 years. Other commercial bank they used services aside The

Siam Commercial Bank, Public Company Limited was Bangkok Bank, Public Company Limited.



Based on studied results on customer satisfaction towards the service marketing mix,
they were shown as follows. The customers scored the overall satisfaction level at high level for
the service marketing mix. The highest marketing mix factors that customers rated were as
follows; product, place, physical evidence, people, price, process and promotion, respectively.
The highest sub-factors they rated were as follows. In term of product factor, they rated for the
constant improvement for superior standard of services. In term of place factor, they rated for the
security and safety of the bank. In term of physical evidence factor, they rated for a large amount
of space for service area, convenient and easy access. In term of people factor, they rated for the
knowledge, proficiency and acquaintance of service staffs. In term of price factor, they rated for
the accuracy of money in each financial procedure. In term of process factor, they rated for the
appropriateness and decent speed of services. In term of promotion factor, they rated for the bank

premium gifts such as fridge magnets, calendars, folios, and t-shirts.



