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The objective of this study was to investigate customers’ satisfaction
with the banking services of Siam Commercial Bank Public Company Limited,
to study the level of customer satisfaction regarding the services of Siam
Commercial Bank Public Company Limited, and to compare customers’
satisfaction with the bank’s services according to the character of the population
under study.

The sample group of this study was selected at random from customers
from 5 branches of Siam Commercial Bank, namely Saphankhwai, Wireless
Road, Suthisarn, Suan Siam, and Chidlom. The target population of 300 was
divided as follows: 100 customers from the Saphankhwai branch, and 50 each

from the other four branches. The data collection focused on the counter services.
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The analysis was conducted by means of descriptive statistics and presented in
the form of frequencies, distribution tables, percentages and mean values.

It was found that the majority of the respondents were female, aged
between 25-35, with a Bachelor’s degree, and were private company employees,
earning between 10,001-15,000 baht per month. The main reason for their
using the bank’s services was the bank’s location: i.e. the bank’s location was
nearby and hence convenient. The service that the customers used most was
the deposit service. However there was no specific date and time for customers
coming to the bank.

The level of satisfaction of customers with regard to the banking services
was at a high level. The average level of satisfaction ranged from the highest
to the least, ranked as follows: a positive attitude towards customers and speed
of service, the reliability of the bank, confidence in their performance as well
as trust in the reliability of their knowledge, friendliness and an understanding
of the customers’ feelings, the bank’s facilities, including location and the condition
of the premises. The level of satisfaction with regard to all aspects of the bank’s
services was quite high, averaging 3.64. Given this level of satisfaction, customers
at the bank were highly satisfied with the bank’s services.

The results of the hypothesis indicated that the factors affecting the
customers’ satisfaction regarding the bank’s services differed in terms of the

gender of the target population, their level of education and income.
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