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ABSTRACT
TE 155428

This study aims to examine the factors affecting the  clients’ choice of using
particular commercial banks in Mueang District of Chiang Mai Province and to identify
the problems and recommendations associated with customers’ services of commercial bank.
A total of 420 samples were drawn from three groups representing people in general,
entrepreneurs , and government and public enterprise workers currently using the services
of private and state-run commercial banks in Mueang District, Chiang Mai Province. The
Likert scales method was used as analytical tool.

It was contended that factors which might affect such choice were service quality, staff,
premises, security, products, facilities and equipments, price, market promotion, and social
consideration.

Security in terms of commercial bank’s well — cstablished status and high safety was
found to be the primary factor influencing the choices of those people in general who

were clients of private commercial banks, those entrepreneurs who used state-run commercial
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banks and those government and public enterprise workers who were clients of both private
and state-run commercial bank. Staff in the aspect of wearing neat and refined attire was the
most important factor among people in general who were clients of state-run commercial
bank. Facilities and equipments appeared to be major determinant of the choices of those
entrepreneurs who used private commercial banks particularly in consideration of modern
equipments for rendering services as well as up-to-date and reliable information recording
systems.

Priority problem areas in various aspects of commercial bank service were identified.
For service quality, inadequate manpower was the main reason while problems concerning
bank's staff was the lack of eagemess to provide service. The main shortcoming of any
premises appeared to be inadequate vehicle parking space. With respect to price, low interest
rate for deposits was the major complaint. Inadequate security measures meaningfully caused
the clients to lose their trust in the bank’s security. The major shortfall in marketing promotion
was found to be the failure of the banks to give the clicnts new information or to promote new
kinds of service. The primary problem about prcducts tumed out to be inflexible or complex
procedures in providing services, while that concerning facilities and equipments was the
inadequate ATM availability. For social considerations, most informants under study agreed that
not knowing the bank executives or staff personally did cause inconvenience in gcting services.

Several reccmunendations were made by the study respondents including the increase in
staff number sufficient w0 provide quality service; the request for friendly, inviting manner
and actively provide scrvices of bank staff toward customers; provision of adequate parking
spacc; lower various bank fees; arrangement of strong security guard system; increase in the
publicity of products through various media; organization of door-to-door marketing campaign
or visiting the client about the bank’ products; greater flexibility in providing services;
installment of more ATM; and equal treatment from the bank’s executives to all clients and

customers.



