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ABSTRACT

This independent study aimed to investigate customer satisfaction towards Small and
Medium Enterprises Credit of Siam Commercial Bank (Public) Company Limited in Prapathon
(Nakhonpathom). Data collection was done through questionnaires distributed to 151 customers;
then, the obtained data were analyzed by using the descriptive statistics including frequency,
percentage and means.

Based upon the studying results, most respondents were 41-50 years old married
male having launched the business in a form of Company Limited for 16 — 20 years in duration
and earning an annual income from the business at the amount of over than 200 millions baht.
They applied for the juristic overdraft credit with Siam Commercial Bank for 1-5 years and were
allowed to get the amount of credit at 11 — 50 million baht in total. Branch of the bank where they
regularly visited was found at Sam Pran branch.

The findings on customer satisfaction towards small and medium enterprises credit
of Siam Commercial Bank (Public) Company Limited in Prapathon (Nakhonpathom) Business
Relationship Center showed that respondents rated their satisfaction at high level. The
respondents rated their high satisfaction on the following service marketing mix factors: place,
physical evidence and presentation, people, process, product and price, respectively. However,

they satisfied with the promotion factor at moderate level.



Hereafter were shown the first satisfied sub-element of each factor. In place factor,
the first satisfaction was rated for the coverage of bank’s branches in all needed areas. In physical
evidence and presentation factor, the first satisfaction was rated for the bank’s fame. In product
factor, the first satisfaction was rated for the variety of credit types. In people factor, the first
satisfaction was rated for generosity, kind human relations and good manner of staff. In process
factor, the first satisfaction was rated for the accuracy in providing services. In price factor, the
first satisfaction was rated for the interest rates. In promotion factor, the first satisfaction was
rated for the seminar arrangement to gain customer knowledge and understanding.

Regarding the study of problem on services from the Small and Medium Enterprises
Credit of Siam Commercial Bank (Public) Company Limited in Prapathon (Nakhonpathom), the
results indicated that the respondents averagely ranked the importance on overall problems in
moderate level. Considering in each factor, levels of importance were differently ranked as
follows. In product factor, the level of importance on its problems was ranked at high. In the
meanwhile, Problems found in factors namely price, process, place, physical evidence and
presentation, people, and promotion were respectively ranked at moderate level of importance.

The first important problem found in each factor was presented as follows. In
product factor, the first important problem was the over restriction on credit conditions. In price
factor, the first important problem was the higher interest rates comparing to other banks. In
process factor, the first important problem was the delay in approving credit request. In people
factor, the first important problem was the insufficient number of staff. In place factor, the first
important problem was the insufficient space for parking. In physical evidence and presentation,
the first important problem was the negative reputation of the bank. In promotion factor, the first

problem was the absence of updated information.



