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The purpose of this research was to investigate and evaluate the satisfaction
of customers with the service at the Siam Commercial Bank PCL. The total
population used in this research consisted of 45,151 people who used the
services in four model branches; Bang Kapi (Sukhumvit 45) Branch, Thanon
Sathon Branch, Thanon Si Nakharin (Soi Lazal) Branch and Central Phraram 2
Sub-branch. The sample of 451 was selected through Stratified Random Sampling.
The Rating-Scale Quest{onnaire dealing with the level of satisfaction of
customers with the services provided was used as a tool. The ideal of SERVQUAL,
a Dimension for Evaluating Service Quality was used to measure satisfaction.
The questionnaire explored seven areas: General-Services; Location; Reliability;
Responsiveness; Assurance; Empathy and Tangibles. The statistics used in

analyzing the data were expressed in terms of frequency, percentages, means ( X ),
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standard deviation (S.D.), a t-test, a One-way Analysis of Variance (ANOVA)

and a posttest for finding the different matches by the Scheffe method
(Scheffe’s post hoc comparison).
The results of this research were as follows:

1. The level of satisfaction of customers with the services of The
Siam Commercial Bank PCL. was of a high level in the areas of General-Services;
Location, Reliability, Responsiveness, Assurance, Empathy and Tangibles.

2. The Assumption-Test found that sex, frequency of use of the services
provided and account-holding status showed no significant difference in the
seven areas. In addition, the results showed a significant difference among the
customers in the seven areas in terms of age, educational background, career,
income, time of day the customer used the service, frequency of use of the
service, period of time over which the service was used, and location.

3. The researcher summarized the comments and suggestions of the
sample group, who replied to the questionnaires as follows: it was suggested
that it was advisable to ensure that there are sufficient bank officers for the
number of counters; to establish a secure parking area for incoming customers;
to provide a queuing system with numbered tickets for waiting customers,
and to increase the number of seats for customers; to add and adjust clear
section/division signs for each particular type of service; and to expand
branches to shopping malls and establish more service points, such as “Easy
Banking”, in public areas. Banks should have an officer to verify the forms
for correctness, completeness, ensuring that they are ready to use by

customers at the bank.
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