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ABSTRACT

The objective of this study was to study customer satisfaction towards services of Siam

City Bank Public Company Limited, Central Airport Plaza sub-branch, Chiang Mai Province.

Questionnaires were used for data collection from 331 customers of Siam City Bank Public
Company Limited, Central Airport Plaza sub-branch, Chiang Mai Province. The collected data
was complied and analyzed by descriptive statistics using frequency, percentage and mean.

According to the results of study regarding the satisfaction towards services marketing
mix factors, the respondents paid high concerns respectively on factors of people, place, process,
physical evidence and price. For promotion the satisfaction of customers were at a medium level.

The sub-factors which were found at a high level towards customer satisfaction were as
follows.

The people sub-factors were good personality and appropriate dressing of the staff. The
location in the mall area was a sub-factor for place. The process sub-factors were convenient
contact and services, e.g. new account opening, cash deposit/withdrawal. The product sub-factors
were product and service quality that met customer needs. The physical evidence sub-factors

were sufficient lights and the appropriate temperature in the bank. The price sub-factor was the



appropriate fee rates. The promotion sub-factor was the interesting sales promotion, e.g. sweeps
take with a car reward for deposit saving account customers.

The problem encountered was the inadequate size of room/location.



