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The purpose of the study was twofold : 1) to measure the customers'
satisfaction with the service at the Bangkhaen branch of the Siam City (Public) Bank
Co. Ltd,, and 2) to find out the factors affecting their service satisfaction. The data
were collected from 294 customers at the Bangkhaen branch of the Siam City (Public)
Bank, Co. Ltd. by using a questionnaire. Percentage, mean, and standard deviation

were used to describe the data, and t-test and F-test to test the hypotheses.

The findings were briefly stated below.

As a whole, the bank customers were found to be moderately satisfied with the
bank service. All the aspects were also moderately satisfactory. They were 1) service
system, 2) service procedures 3) service staff, and 4) service place. The factors
found to have no effect on the customers’ satisfaction were gender, marital status.
education, income, length of time during which one was a bank customer, type of
service used, and reason for using the service. On the contrary, occupation and use o

other banks service nad significant impact on the customers’ satisfaction.

Recommendations

Service system

(1) More electronic machines, such as automatic deposit machine, automatic
teller machines (ATMs) and book-updating machines should be installed to be enougt

to serve the customers.
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(1) The customers should be given information at intervals to have continuity in
service

(2) The service procedures should be cut down and a one-stop service should
be available during rush hours.

Service staff

(1) The number of service staff at the counter should be added during rush

hours to serve the customers quickly.

(2) There should be public relations officers to give advice to the customers in
case some do not understand the procedures.

Service place

(1) The parking spaces should be increased for the customers. This may be
done by not allowing the bank employees to park their cars in the customers’ parking

spaces.

(2) Convenience in contacting the bank should be made. For example, there
should be a public relations board explaining the steps in asking for service. Or there
should be some cfficers to give the customers advice.

(3) The service place should be equipped with toilets and enough seats for the

customers.



