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ABSTRACT

This study has the objective to analyze and compare customers’ behavior and their
satisfaction about banking services before and after the branch redesign program of Siam
Commercial Bank (Public Co. Ltd.) in Chiang Mai city area. Data and information for this study
were gathered by questionnaire interview method from 340 sampled clients of eight branches of
the Siam Commercial Bank in Chiang Mai city. Analyses were performed on the basis of
descriptive statistics.

The findings indicated the majority of the Bank’s clients could be characterized as
female, 21 — 30 years old, single, bachelor’s degree graduate, private/business sector employee,
and with average monthly income of 10,000~ 30,000 baht.

No difference in customers’ behavior was found from the comparison between the before
and the after periods. The most typical behavior remained the use of saving account deposit
service, followed by the use of ATM and credit card services, respectively. The time to use the

banking facilities appeared irregular and depended mostly on the convenience factor. However,



the service time per transaction for each customer was reduced from 6 —10 minutes to 1 — 5
minutes after the branch redesign.

The overall customers’ satisfaction continued to be the same at moderate level.
However, for specific attributes including equipment and facility, service quality and banking
personnel, the level of customers’ satisfaction was increased from moderate to very satisfactory
after the branch redesign. Meanwhile, the satisfaction about product factor was rated as

moderately satisfactory for both before and after branch redesign periods.
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