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40920166: MAJOR: EDUCATIONAL ADMINISTRATION, M.Ed. (EDUCATIONAL
ADMINISTRATION)

KEYWORDS: SATISFACTION / SERVICES OF SIAM COMMERCIAL BANKS / CHONBURI
PROVINCE.

PANNAPHA CHURPUTTAL: CUSTOMERS’ SATISFACTION TOWARDS
SERVICES OF SIAM COMMERCIAL BANKS IN CHONBURI PROVINCE. THESIS
ADVISORS: PRASERT SOMPONGTHUM, Ed.D., CHAREE MANEESREE, M.Ed., THON
SUNTRAYUTR, Ph.D. 98 P. 2004. ISBN 974-383-939-9

The purposes of this research were to study and compare customers’ satisfaction
towards the services of Siam Commercial Banks in Chonburi province. The sample of 278
customers who had business at the bank was used for this study. The questionnaires used were
the rating scale type with reliability of .91. Mean, standard deviation, i-test, and one-way analysis
of variance were used for data analysis. The study revealed that:

1. Customers’ satisfaction towards services of Siam Commercial Banks in Chonburi
Province in overall was found of being at a high level. Equitable, Progressive, Ample, Continuous,
and Timely service were rated of being high to low respectively.

2. Significant difference of customers” satisfaction, at .05 level, between male and
female was found. The service for overall, Timely service, and Ample service were indicated of
having different satisfaction.

3. Significant difference of customers’ satisfaction, at .05 level, between customers®
occupation was found. Farmer; government agent; and office workers/government enterprise
officers; had higher satisfaction level than other occupations. In addition, farmers and government
agents had higher satisfaction levels than office workers/government enterprise officers.

4. Significant difference of customers’ satisfaction, at .05 level, between customers’
age was found. The customers who were between 35 and 49 had a higher satisfaction level than
the customers who were younger than 35 on Equitable service.

5. Significant difference of customers’ satisfaction, at .05 level, between customers of

full-scale branch and diminutive branch on Ample service and Progressive service was found.
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