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Independent Study Title Customer Decision Making on Using Services that Affected
Service Quality of Siam Commercial Bank in Khon Kaen Province

Name-Surname Miss Wannaporn Suebnuson

Major Subject General Management

Independent Study Advisor  Assistant Professor Khemaree Rugchoochip, Ph.D.

Academic Year 2013

ABSTRACT

The study was conducted to examine the level of customer decision making, the level of
service quality of the Siam Commercial Bank, and the relationship of customer decision making on
using services that affected the service quality of the Siam Commercial Bank. The sample used in
this survey study, drawn by the method of accidental sampling, comprised 400 service users of the
Siam Commercial Bank in Khon Kaen Province, and the data were gathered through the application
of questionnaire. The statistics used for data analysis consisted of Percentage, Mean, Standard
Deviation, Independent Samples t-test, and One-way ANOVA.

The results of the study demonstrated that the majority of the respondents chose to use
the services of the Siam Commercial Bank branches outside Amphur Muang Khon Kaen on
workdays from Monday to Friday, made withdrawals-deposits transactions, performed banking
transactions between 8.30-11.30 hours, and it was found that the opinion toward the overall
customer decision making factors on using services that affected the service quality of the Siam
Commercial Bank in Khon Kaen Province was at a high level.

The results of hypothesis testing showed that the level of opinion concerning customer
decision making on using services that had effects on the quality of service of the Siam Commercial
Bank branches in the department stores was higher than of the branches in Amphur Muang Khon
Kaen and outside Amphur Muang Khon Kaen. The days of service using had relationship with the
service quality of the Siam Commercial Bank, and the customers using banking services on Saturday
and Sunday showed the level of opinion affecting the customer decision making on using services
toward the quality of service higher than the customers using banking services on Monday to Friday.
The customers used banking services between 8.30-11.30 hours more than between 11.30-13.00 hours
and 13.00-16.00 hours. The study revealed that the types of transactions had no relationship with the
service quality of the Siam Commercial Bank at 0.05 level of significance.

Keywords: decision making on using services, service quality, Siam Commercial Bank
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