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ABSTRACT

The objective of this independent study was to study customer satisfaction towards
service quality and the service problems of Thai securities companies in Chiang Mai province.
Questionnaires were used by convenient sampling for data collection and equally distributed to
320 customers who were using the services at the trading rooms of 8 Thai securities companies in
Chiang Mai province (10 branches). The data was analyzed using descriptive statistics in terms of
frequency , percentage and mean.

It was found that the respondents were mainly male, married, between 41-50 year old,
businessmen or business owners with bachelor degree education level, between 25,000 — 50,000
baht salary. They used the services of Thai securities companies at least 3 times per week.

The respondents were satisfied with the service quality on the reliability, responsiveness,
assurance and empathy but for the tangibility they were not satisfied.

The problems encountered at the moderate level were the outdated equipment which
could not provide good services, the inadequate size of trading rooms, the inconvenient location,
the lack of empathic and enthusiastic services from the staff, and insufficient parking lots, while

the other problems were at the small level.



