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ABSTRACT 1 8 '7 1 7 4

This study aimed to 1) examine the customers’ behavior of using services; 2) investigate
the customers’ levels of satisfaction towards the services; 3) study the customers’ levels of opinions
on the management; 4) compare the customers’ levels of satisfaction towards the services in relation
to their personal factors; 5) compare the customers’ levels of opinions on the management in
relation to their personal factors; 6) examine the relationship between the customers’ personal
factors and their behavior of using the services; and 7) determine the relationship between the
customers’ levels of opinions on the management and their satisfaction levels. The data was
gathered from 398 customers. The research tool was a questionnaire. Statistical analysis was
performed in terms of frequency, percentage, arithmetic mean, standard deviation, t-test, F-test, the
Chi-square, and Pearson's correlation coefficient. The findings were as follows:

1. The customers’ used the services of Siam City Bank Public Company Limited
because of its location that was near their homes and offices. They used the bank’s services 3-4
times a month to withdraw and deposit money. They had been customers for 3-4 years. The
customers tended to visit the bank between 08:30 — 10:00 am.

2. The customers’ satisfaction was at the highest level towards services provided, and
equipment. The customers’ satisfaction was at a high level towards the staff, the building and facilities.

3. The customers’ opinion levels on the management of Siam City Bank Public
Company Limited were high in terms of planning, organization, administration, and control.

4. Differences in the customers’ educational background related to differences in their
levels of satisfaction concerning the staff and services provided. Differences in the customers’
income relates to differences in their levels of satisfaction concerning equipment and the building
and facilities with statistically significant level at 0.05.

5. Differences in the customers’ educational background related to differences in their
levels of opinions on the management concerning planning and control. Differences in the
customers” education background relate to differences in their levels of opinions on the
management concerning administration with statistically significant level at 0.05.

6. Differences in the customers’ gender, age, status, occupation, and income related to
differences in their behavior of using the services of Siam City Bank Public Company Limited.

7. The customers’ opinion levels on the management of Siam City Bank Public

Company Limited related to their satisfaction levels at a low level.





