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Abstract

This paper under the topic of factors affecting to customers’ satisfaction of CIMB THAI
BANK, Chiang Rai Branch was quantitative research. It was aimed to study the quality of
service in terms of tangibility, reliability, responsiveness, assurance, and empathy, which were
influenced to customer’s satisfaction. Research population was 400 bank’s customers and
selected by simple random sampling. Data collection was done by questionnaire and then
analyzed by SPSS with statistical tools of percentage, mean, standard deviation, F-test, and
statistical significance was set at level 0.05.

The results of study found the overall customers’ satisfaction of CIMB THAI BANK,
Chiang Rai Brach expressed in high level. The highest mean was in empathy and assurance
ranked the second, whereas the least significance was tangibility.

1. Tangibility: Customers inclusively represented satisfaction in high level. The item
contained highest mean was online transaction, and the second was from the readiness of
computer devices, photocopier, and ATM; on the other hand, the adequate parking lot was the
lowest.

2. Reliability: This aspect was also appeared satisfaction in high level. The highest
mean was from the sense of security using the service at bank and the trustworthiness as the
second, the lowest mean found in the aspect of bank’s popularity and good image.

3. Responsiveness: Customers’ satisfaction was impressively in high level. Respectful
and polite employee was the highest mean and their willingness for any complaints and
requests found the second. However, the lowest was from having receptionist to ask further
information for more promptly service.

4. Assurance: Satisfaction suggested from customers was in high level. The highest
mean was from employee guaranteed that customer would receive the best service and the
second was to have and to show individual permit before offering products to customers. The
employee dressed appropriately and neatly according to bank’s regulation was the lowest.

5. Empathy: Customers was to express satisfaction in high level. The highest mean

was from employee’s willingness to serve every customer equally and constantly both during



and after service. The second was employee’s willingness to assist customers in case of their
error to process transactions. On the contrary, bank recognized customer’s benefit as the most
essential concern was the lowest mean.

Key words: Factors affecting to satisfaction, CIMB THAI BANK, Chiang Rai Brach
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