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The purpose of the research was to survey the behavior of customers in using the
services offered by the Siam Commercial Bank (Public) Co., to reveal their degree of
sausfaction in the bank’s services, taking into consideration sex, age, occupation, education and
religion. The total of 200 customers of the Pattani bank branch in Pattani Province were
included in the study. The data were gathered by interviewing them. Then percentage, man and
standard deviation were used to describe the data. The hypotheses were tested by using t-test
and F-test at the 0.05 level.

The findings were summed up as follows :

1. About half of the customers in the study were males. They were 31-40 years old.
The highest proportion were engaged in general employment, followed by small trade. They
held a Bachelor’s degree and about three-quarters were Buddhists,

2. Most customers usually went to the bank alone by riding a bicycle or a motorcycle.
They went to the bank most often on Monday, in the moming. They contacted the bank
themselves and used the services at least five times.

3. As for their behavior in using financial service at the bank, the customers would
contact the bank immediately. They knew where to go because they read the signs and section
names. They filled out the forms by following the given samples. The usually went to the bank
for depositing and withdrawing money. After they had summitted the forms, they would wai(

for the service. While waiting, they would sometimes read brochures and newspapers and
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watch television. They would check for correctness before leaving. If there was any problem,
they would make an enquiry from the bank employees.

4. The customers were found to be satisfied with the bank service at a moderate level.
When the components of satisfaction were considered separately, all were found to be
moderately satisfactory. These components were service place, personnel, general service
characteristics, queuing, high-counter service, low-counter service and loan service. The
highest mean belonged to general service characteristics, followed by personnel and service
place and the lowest mean was high-counter service.

5. No significant difference was found at the 0.05 level when the personal factors were
considered. These personal factors were sex, age, education, occupation, religion, and
behaviors in using services, which were nature of service use, vehicle to contact the bank, day
to use bank services, period of time for service use, frequency of service use, and interest in
information or public relations of the bank.

Recommendations

1. Because Monday morning is the time when a large number of customers come for
the bank service, the services are rendered at a slow rate, thus likely to make the customers feel
dissatisfied with the bank services. Therefore, cnough.pcrsonncl should be available to serve
the customers on Monday morning.

2. More convenience and speech, including correctness of high-counter services should
be provided because the customers were found to be satisfied with such services at a low level,
compared with other services.

3. More convenience and speech in loan service should be provide to increase the

customers’ satisfaction.



