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This thematic paper investigates the behaviors and the levels of
satisfaction of customers towards the services of the Pracha Uthit (Huai
Khwang) branch of Siam City Bank Public Company Limited (SCIB).
Considered also are the relationships between the demographical
characteristics of gender, age, educational level, occupation, average monthly
income and the factors of provision of services, employees, performance,
buildings and facilities, and technology.

Using the accidental sampling method, 300 bank customers were
selected as a sample population. The instrument of research used to collect

data from the sample population was a questionnaire.
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Techniques of descriptive statistics used in the analysis, formulation
and tabulation of the data collected were percentage, mean and standard
deviation. The chi-square technique was also employed for testing purposes.

Findings are as follows:

Regarding the demographical characteristic of gender, the members of
the sample population were roughly equal in number (females with 51.0
percent and males with 49.0 percent). A plurality of respondents were
between the ages of ages of twenty and thirty (42.3 percent) with a majority
being holders of a bachelor’s degree (56.0 percent). Approximately two-thirds
(66.0 percent) were employees of private companies with a plurality (41.3
percent) having an average monthly income of less than 10,000 baht.

1t was also found that slightly more than two-thirds (67.0 percent) of
the respondents have been using the services of the bank for less than three
years. The overwhelming majority (87.7 percent) of the respondents used the
services of deposit, withdrawal and money transfer (87.7 percent) with
slightly less than two-thirds (64.7 percent) using these services once or twice
weekly with a plurality (43.7 percent) using these services between 11,01 and
13.00 hours. The reason for using the services at this bank was its location
near accommodations or place of work. The overall satisfaction with the
services was at a high level (x= 3.76).

Satisfaction levels vis-a-vis the services offered in each aspect found
the following: employees (x = 3.92), performance (x= 3.85), provisions of

services (x = 3.82), buildings and facilities (x= 3.72), and technology (x=

(7)



3.48). The satisfaction levels of all customers queried in regard to the services
provided in all aspects were at a high level.

In considering the relationships between the demographical
characteristics of the sample population and the service factors, the following
was found:

There was no correlation between gender and the levels of satisfaction
evinced towards the factor of bank service. Of the respondents, customers
with differences in gender exhibited no concomitant differences in the levels
of satisfaction at the statistically significant level of .03.

However, the factor of age was found to be correlated with the aspect
of technology. Of the respondents, customers who differed in age also
exhibited differences in levels of satisfaction at the statistically significant
level of .05 in regard to the factor of technology.

The factor of educational level was found to be correlated with the
aspects of provision of services, employees, performance, buildings and
facilities, and technology. Of the respondents, customers who differed in
educational levels concomitantly exhibited differences in levels of satisfaction
at a statistically significant level of .05.

The factor of occupation was found to be correlated with the aspects of
provision of services, employees, performance, building and facilities, and
technology. Of the respondents, customers who differed in occupation also

exhibited differences in levels of satisfaction at the statistically significant

level of .05.
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The factor of average monthly income was morcover found to be
correlated with the aspects of provision of services, employees, performance,
and technology. Of the respondents, customers with differences in average
monthly income exhibited corresponding differences in levels of satisfaction

at the statistically significant level of .05,
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