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Pinyo Triwitayapanit. (2004). Behavior and Satisfaction of Foreign Tourists towards Global Currency
Exchange Service (SCB EASY WALK) of The Siam Commercial Bank Pcl. Master Project,
M.B.A. {(Management). Bangkok : Graduate School. Srinakharinwirot University.

Project Advisor : Lamson Lertkulprayad.

The purpose of this research was to study Behavior and Satisfaction of Foreign Tourists
towards Global Currency Exchange Service (SCB EASY WALK) of The Siam Commercial Bank Pcl
in 5 aspects : service process, place, equipment, service officers and price and classified by sex,
age, education and nationality.

The samples of this research were 400 persons. A questionnaire was constructed and
used as a tool to collect data. Frequency, percentage, mean, standard deviation, t-test and One-
way Analysis of Variance were statistical methods to analyze data.

The results of the research were as follows :

1. Most of Foreign Tourists who used the Global Currency Exchange Service are male,
age 21 - 30 years, bachelor degree, work as employee and American nationality.

2. The satisfaction of Foreign Tourists in each and overall aspect at the high level.

3. There was no statistical significant difference in each and overall aspect at level .05 for
the satisfaction of Foreign Tourists with different sex, age, education and occupation.

4. There was no statistical significant difference overall at level .05 for the satisfaction of
Foreign Tourists with different nationality except the aspect of service officers and equipment.

5. There was statistical significant difference overall at level .05 for the satisfaction of
Foreign Tourists with different frequency of used the service except the aspect of service process
and price.

6. There was statistical significant difference overall at level .01 for the salisfaction of
Foreign Tourists with different kind of service except the aspect of price.

7. There was statistical significant difference overall at level .05 for the satisfaction of
Foreign Tourists with different period of time for using the service except the aspect service
process, equipment and service officers.

8. There was statistical significant difference overall at level .05 for the satisfaction of
Foreign Tourists with different spend their time for using the service except the aspect of equipment
and price.

9. There was no statistical significant difference overall at leve! .05 for the satisfaction of
Foreign Tourists with different main reason for using the service except the aspect of equipment

and price.
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Questionnaire
Subject : Behavior and Satisfaction of Foreign Tourists tewards Global Currency

Exchange Service (SCB EASY WALK) of The Siam Commercial Bank Pcl.

The information of this questionnaire is part of Master of Business Administration of

Srinakharinwirot University.

We would like to request your kind help and participation in this survey , which is a
part of our effort to better understand your service needs and your opinion in our exchange
booth service which is the key information for our continuous improvement to better serve you

in all areas : service process, place, equipment, service officers and price.

The questionnaires are divided into 3 sections :
Section 1 : General question
Section 2 : Behavior of customers to exchange booth

Section 3 : Satisfaction of customers to exchange booth

***Thank you for your feedback and for helping us to serve you better***
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Questionnaire

Subject : Behavior and Satisfaction of Foreign Tourists towards Global Currency Exchange

Service (SCB EASY WALK) of The Siam Commercial Bank Pcl.

......................................................................................................................

Section 1 : General Information

Please make v that you think it is close to your respondents’ facts.

1.1 Sex

) 1. Male

} 1. Less than or equal 20 years old

)} 3.
) 5.

1.3 Education

(
(
(

) 1
) 2.
) 3.

1.4 Occupation

(
(
(

) L
) 3.
) 5.

1.5 Nationality

(
(
(
(

) L
) 3.
) .
) 7.

31 - 40 years old

More than 50 years old

Lower than bachelor degree
Bachelor degree

Higher than bachelor degree

Student
Employee

Householder/Housewife

American
Australian

Hong Kong

Other (Please specify)...........

" () 2. Female

( ) 2.21-30yearsold

( ) 4. 41 - 50 yearsold

{ ) 2. Government officer
( ) 4. Business owner

() 6. Other (Please specify)....................

( ) 2. English
( ) 4. Japanese

( ) 6. Singaporean



Section 2 : Behavior of customers to exchange booth

Please make v/ that you think it is close to your behavior.
2.1 How often do you use money exchange services per week ?
{ ) 1. 1time/week { ) 2. 2times/ week

( ) 3. 3times/week ()} 4. More than 3 times / week

2.2 What kind of service that you use the most ?

( ) 1. Seliing Notes { ) 2. Selling Traveller’s cheque
{ ) 3. Cash Advance { ) 4. Money Gram
{ ) 5. Buying Notes ()} 6. Buying Traveller’s cheque

2.3 Which period of time that you often use the service ?
( ) L 0901 AM-1200AM ( )2 1201 PM-03.00 PM
( )} 3.0301 PM-06.00PM ( ) 4. 06.01PM-09.00PM

2.4 How long did you spend your time with our service ?
( ) 1. Less than 3 minutes { )Y 2. 3-35 minutes

( ) 3. 6-8 minutes ( ) 4. More than 8 minutes

2.5 What is your main reason for using the service ?
( ) 1. Appropriate exchange rate ( ) 2. Near your accommodation
{ ) 3. Near tourist places { ) 4. Word of mouth
() 5. Other (Please specify)...................
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Section 3 : Satisfaction of customers to exchange booth
For each attribute , please indicate how satisfied you are with the various aspects of exchange

booth services. Please make v/ in the small block that you think it is close to your opinion,

Exchange booth services ' Exchange booth service rating
Service process . Definitely Very Moderaiely Very Definitely
satisfy satisfy satisly dissalisfy dissatisfy

1. Service officers tell you about exchange

rate and the total of receiving everytime

2. Service officers check your maoney and youf

signalure everylime

3. Spend a lot of time for receiving the servicg

4. The amount of money that you golis

Correctly everytime

Exchange booth services

Place :

5. Environment of exchange booth is clean

Environment of exchange bogth is safety

6
7. Show sign of service is clearly
8. The booth provide proper space for the

service

9. Having enough lights with in the booth

10. The location is convenience

Exchange booth services

Equipment :

11. Equipment is available for service every

time

12. The printing of receipt is clear

13. The stalionery is available everytime of

sarvices




Exchange booth services

Service Officers :

Exchange booth service rating

Definitely

satisly

Very

satisly

Mogerately

satisly

Very

issausty

Gehnitely

dissausly

14.

Service officers taik to you gently and

friendly

15.

Service officers always smile and give thg

best service to you

16.

Service officers wear cleanly uniform

17.

Service officers have well khowledge and
skill in English also they can communicatT

very well

Exchange booth services

Price :

18. You satisfied with the exchange rale

19. You satisfied with the commission of

services
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