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ABSTRACT

The research objectives consist of: 1) To study customer satisfaction on performance
of the Siam Commercial Bank Public Company Limited, Central Chidlom Branch, and 2) To
measure customer satisfaction with service in the Siam Commercial Bank Public Company
Limited, Central Chidlom Branch, classified by personal and behavioral factors.

The population in this study consist of banking customers or users at the Siam
Commercial Bank Public Company Limited, Central Chidlom Branch. Regarding the data
collection method, an online questionnaire was made and distributed to 400 representative
samples to complete. The collected data was later analyzed using SPSS Version 25 computer
program to show statistical data which comprise of frequencies, percentage, average and
standard deviation. For the hypothesis testing, the researcher used the t-test statistics, along
with One-Way ANOVA statistics. Then, the found differences were compared in pairs using LSD
procedure.

The results of the hypothesis testing are: 1) Customers of Different genders showed
indifferent overall satisfaction on service. Studying each aspect of customer satisfaction,

showed, nevertheless; the difference in customer satisfaction in term of speed of response,



assistance and problem-solving for customers, and attention and understanding to customers,
2) Customers of Different Educational Backgrounds showed indifferent overall customer
satisfaction on service. Studying each aspect of customer satisfaction showed, nevertheless;
the difference in customer satisfaction in term of credibility and reliability, 3) Customers of
Different Ages and Careers showed indifferent overall customer satisfaction. Studying each
aspect of customer satisfaction also showed the indifference in all aspects of customer
satisfaction, and 4) Customers of Different Behaviors in Receiving Services at ‘the branch’
including types of service, period of time in receiving services, frequencies in receiving services,
duration in receiving services, and duration and procedure of services showed the indifference
in all aspects of customer satisfaction.

Keywords: Satisfaction; Services offered; Central Chidlom Branch
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