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The objectives of this study were to explore the following: 1) socio — economic
characteristic of the clienteles of Thai Comercila Bank Limited (Public), Chiangmai Airport
Intersection Branch; 2) market factors used in the provision of services of the bank; and 3)
expectations on the service quality of the bank. A set of 400 questionnaires was used for data
collection. The sample size was obtained by computation method based on a number of clienteles
of the bank. Obtained data were analyzed by using frequency, percentage, mean, and standard
deviation.

Findings showed that most of the respondents were female and 21 — 30 years
old. Their highest educational attainment was bachelor’s degree. Most of them were private
company employees and they had an average monthly income of 10,001 — 20,000 baht.

As a whole, market factor had a high level of an effect on the selection of the
Thai Comercial Bank Limited (Chiangmai Airport Intersection Branch) service using in terms of
the following: 1) distribution, 2) product, 3) personal, 4) process, 5) creation and presentation of
physical appearance; 6) market promotion, and 7) price, respectively.

With regards to the expectation on the service quality of the bank, it was found
in a high level in terms of the following: 1) physical appearance, 2) rapidness, 3) trust and credit,
4) accessibility to the clientele mind, and 5) reliability, respectively.

For the relationship between personal factors and the expectations on the quality
of the bank service in dimensions based on sex, the following were found to have a statistically
significant difference: 1) physical aspect — the tolls were modern; the equipment were adequate
for the clienteles; and comfortable environment to the clienteles; 2) credit — the bank could solve

various problems as needed by the clienteles; 3) Rapidness — staff of the bank were energetic and
- willing to provide service to the clienteles; 4) Trust — staff of the bank had knowledge and be able
to solve problems for the clienteles; and 5) Accessibility to the clientele mind — staff of the bank
kept taking care of the clientele while using the bank services.

In the care of relationships between the expectation on service quality of the
bank and market factors tin terms of market promotion, personnel, creation and presentation of
physical appearance, and process, there was a statistically significant relationship at the level of
0.01. The clienteles had a positive expectation on the bank services in all aspects as following:

physical appearance, credit, rapidness, trust and reliability, and accessibility to the clientele mind.





