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Service Quality of Siam Commercial Bank, Sai Mai Road Branch Affecting

Customers’ Satisfaction During the COVID-19 Outbreak
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Abstract
The objectives of independent study were (1) to investigate the service quality
management of Siam Commercial Bank, Sai Mai Road Branch, and (2) to study the relationship

between service quality management and customers’ satisfaction during the COVID-19 outbreak.

This study used a survey research as a research design. Data were collected by using
questionnaire. The sample was 400 customers at Siam Commercial Bank, Sai Mai Road Branch.
Data were analyzed using descriptive statistics, including frequency, percentage, mean, and
standard deviation. The hypotheses were tested by inferential statistics, including t-test, One-way
analysis of variance, as well as Least-Significant Different (LSD) for comparison with a given

statistical significance level of 0.05.

The results indicated as follow. Most of the respondents were females (59.25 %),
followed by males (40.75% ). 39.00% of them were 31-40 years old. Most of them graduated
with a bachelor's degree (73.50 %). Most of them were employees (49.00%) and earned monthly
income of 25,001 baht or more (35.50%). Moreover, different personal factor influencing
customers satisfaction with SCB, Sai Mai Road Branch during the COVID-19 outbreak was
gender. The respondents with indifferent satisfaction with all aspects of service quality:
assurance, empathy, responsiveness, service place management, cleanliness and safety in the

customer service point, customer screening before using the service. Furthermore, age,



educational level, occupation and monthly income influenced the respondents’ satisfaction with

the service quality of SCB, Sai Mai Road Branch during the COVID-19 outbreak in all aspects.
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