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Abstract

Studying about the customers’ satisfaction against the services to be provided by
Thai Commercial Bank Limited Inc. The purpose of case study of Saphanmai Donmuang
Branch is to study how they satisfy the services of Thai Commercial Bank Limited (Inc.)
services. This case study of Saphanmai Donmuang Branch is to find out the customers’
behavior when using the Bank services and to compare the factors that may reflect their
satisfaction level from the Thai Commercial Bank Limited (Inc.)

Study populations for this case study are the customers of Thai Commercial Bank
Limited (Inc.) Saphanmai Donmuang branch in December 2008, which include the
customers’ group of saving, loaning and the ones who pay their utility bills. This accidental
sampling has been calculated in accordance with 300 sampling tables of R. V.krejecie and
D. W.Morgan.

The information analysis is from the descriptive statistics such as frequency,
proportionate, estimative mean and standard deviation. Hypothesis by using t-test and One-
way ANOVA.

The case study result

Their customers are very satisfied with Thai Commercial Bank Inc. Saphanmai
Donmuang branch in all three aspects; employees, location and services.

As we compared Thai Commercial Bank Inc customers’ satisfaction towards
Saphanmai Donmuang Branch. There are three differences of variable, which customers have
for the Bank

1. Age- The customer over 60’s are more satisfied than younger ages.

2. Income — The customers with higher income are more satisfied than the ones with
lower income.
3. Frequency - The customers who often use are more satisfied than the ones who seldom

use.
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