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Sataporn Kumluang. (2005). Customers' Satisfaction of Easy Call Center at Siam Commercial Bank
PCL. at Headquarters Office. Master's Project, MBA. (Management)}. Bangkok: Graduate

Schoot,Srinakharinwirot University. Project Advisor: Assoc.Prof. Supada Sirikudta.

This research is study about customers’ satisfaction of using Easy Call Center at Siam
Commercial Bank PCL. at Headquarters Office. The variable is customer's personal information, the
xnowledge and perception about £asy Call Center, the customer’s satisfaction aftecting Easy Call Center.

and overall of customer's satisfaction affecting customer's royalty of Siam Commercial Bank PCL.

The samples of this research are customers who use services of Siam Commercial Bank PCL. at
Headquarters for 400 persons by using a questionnaire as a tool to collect the data. Statistics for data
analysis are descriptive statistic that consists of percentage, mean and standard deviation. Stabistic for
ensuring the quality of questionnaire is Cronbach's alpha for Testing hypothesis, it is the implied statistic
comprised of the analysis for finding the difference between 2 independent groups of sample that use
independent 1 - test while the comparison of average values among more than 2 groups use cne-way
Analysis of variance. The Analysis of pair comparison uses LSD value and lesting the correlation

between 2 quaniity variabilities by using Pearson's correlation.

The results of research are as follows:

1. Most guestionnaire answerers are female, single, age between 31-40 years old, graduated
bachelor's degree, working in private company , monthly income between 10,001-20,000 bant
being bank's customer for more than 5 years and using saving account.

2. The knowledge and perception of customer affecting Easy Call Center, found that 66.0% of
customers are high knowledge and perception using service, 30.5% are moderate knowledge
and perception using service and 3.5% are less knowledge and perception using service.

3. Overall customers’ satisfaction affecting Easy Call Center, the rate is at satisfied level. After
consideration in details, it found that the aspects of service, communication channel, personnel,
accessing to system, advertisement and promotion and quality of service are at satisfied level.

4 For customers’ royalty of Siam Commercial Bank PCL, it found that most customers are
confidently intended to recommend cther people to use Easy Call Center surely and return to
use Easy Call Center in the future.

5 The differences of customers' age , manthly income , period using service and various services.
deliver overall customer's satisfaction different satisfactions with significant level of .05

6 The differences of customers’ gender, marriage status, education level and occupation deliver

Simila satisfaction of overall customers.



The difference knowledge and perception about Easy Call Center deliver different satisfactions
of overall customers with significant levet of .05

The customers' satisfaction affecting Easy Cali Center in the aspect of service, communicatian
channel . personnel , accessing to syslem |, advertisement and promation and quality of service
were correlated wilh overall customers' satisfaction of Siam Commercial Bank PCL with
significant tevel of .05

Overall customers' salisfaction was corelaled with customer's royalty of Siam Commercial

Bank PCL. with significant level of .05
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M, e Finansnanufinwiaalalasnuvassnfmsuasinewdisd e (uwisw) uandn

TN 17 uammmﬁuutﬁmJm’mﬁawa'lﬂmmmﬂaagnﬁwmmﬂnumtﬁ'ﬂﬁ @ (IWITH) 1DIGNAT

AAaunDURBL NN InAENITW

Fauyshn WA t-test for Equality of Means
% SD. t Sig. (2-tailed)
aawelalausinnesand Y 3.70 0.694 0.750 0.454
Wild 3.64 0.770

VNN 17 UAGINAMINAIBUFBNEFIMTINIINaReU Iz N R swelalasTivuagni
SRS Inawndiod $00 (UrTu) 'uao@nﬁ’xﬁmauuuuaaumuﬁmwn lapl%ali® Independent t-test u
mnasay wuh anufmwelalasmnvasgndswimiinewidiod $10a () dd Sig. (2-tailed)
WAL 0.454 Fanni 0.05 ﬁuﬁauau'?uauuagmué'n (H,} uazUJIRsANAATINIDS (H,) nuoauin
W f'iumnehqﬁ'u‘lﬂﬁwaGiamﬂuﬁawalﬂﬂu‘nwaa@nﬁwmms‘lﬂumrﬁﬁﬁ e (uww) Aszauiiiy

o % oy

o . [ - P W
dfymeahia 0.05 Tsliasandpinuaundzuiaell

a o < ¢ e N w -
auudgwn 12 oy Auanduiuilsadennuianalslasmuvssandmnansinowidisd

M@ (NATTU)

= = - Y. L J
musndowdumuufipiunaaiidlaad
H,: 81 Auandwiulanuimalslasmurasandowmsingwdiod $3ia ) livan
FHau

- , - e ) - . .
H,: 01y fuandniudianuienslilasTnuasgndnnasinowndisd e o) wanda

ahafltlumiienest  aldmmaseudismsiinredianunumadiom (One-Way
Analysis of Variance : One-Way ANOVA) u.a:m‘mmﬁauauuﬁgm’lﬁnﬁum‘zmﬁaﬁ"u 95% GITH 9z
UNWRDAUNURTIURAD ( H, ) aaiflodn Significant (Sig.) Hemiapndn 0.0 wasthaundgmlaujiasaund
FJINAN (H,) Uasiifaduednaiay 1 gji‘:umnvhaﬁu h lBymsuiBateu (Multiple Comparison)
lanltiInarounuy Least Significant Difference (LSD) tﬁawn"whLnﬁ'uﬂlﬂﬂwaﬁLmnei"nﬁuﬁ's:ﬁuﬁ’u

@AY 0.05 HAMIMAFAUANURTINUAMIRIAITI 17
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@31 18 uamn'mlﬁumﬁuuﬂmﬁmahfmmw‘nmgmﬂ”mmm:‘hwwn:ﬁm? I0@ (UWITR) PBIRNA

J Ad " Tt
NaIUULULRAUDIUN DT [;l'i'l'Nﬂu

faurlsAfinm unasnuulIlIIm df SS MS F Sig.
anuianelalas  sEwinna 2 7.094 3547 6781  0.001
TINTBIPNAN mulungy 397 207.683 0523

S ETY 399 214.777

A

* Iludauragdianszay 0.05

-

HAYINATTI 18 uamuamﬁmﬂ:ﬁmmﬁnmﬁnuanqﬂaagnﬁwﬁﬂauuuuaaumuﬁuadamw
fanalaleosmvssandrswinnsnewidiod 31 (uwow) lasldafid myleneiamenuedslnunma
1587 (One-Way Analysis of Variance : One-Way ANOVA) wui1 i1 Significant (Sig.) 2gannuianals
laomuvasgnimnasnawidisd $iim (wdzu) didr 0.001 Fodounin 0.05 dudeuflasaunfiyin
AN (H,) WaspauTuauu@zmwTes (H,) wanuanui agls ﬁumnahaﬁ'uﬁma@iammﬁawalﬂﬂmwmmgn
et inowdisd e () stniduadyneaddviszau 0.05

Ad - ] - A A [} e » e
ialinTuhgnifissuuussuoafinginiulssdanuiiswelalaviinasgndsmans
-~ . o \ ¥ i v . . ' -t ' -
owdied $1ia @) wanduiulunoalag Simmassuanuuandednaiomog leold
33 LSD Uningradinn 18

- . ' < . . “ ¥
319 19 uamnamnﬁuumuumwumnmammaU's'mﬂ's:wmﬂ'rmmwa'lﬂﬂm'mmaag}nmﬁmmﬁ
ngwidiad $10@ (uwiu) fuang

0y faniwiawin 31-40% 41 1 'ty
Au 30 Y
X
3.65 3.60 4.02

dnim3awinnu 30 9 3.65 0.04 -0.37*
(0.606) (0.003)
31-401 3.60 -0.42*
(0.000)

417 2wl 4.02

' [ (7 Y
* siinbaAYnIaDAN =AU 0.05
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ananilony 411 Suld nuanAmNagdInIMIaIINY 30 U W Sig. viiny 0.003
aAd w N Lo v el - & o - . P
Fakounin 0.05 wwda gnidiliany 41 T duld Tenufawalilasnuvasgnisuwiasinewdind $1ia
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He o sounmwsusa uanduiuilanufiawalalapiuvesgndrswnmsinemndesd e
(WWITR) KanFanY

abafldlumyiemsd  wldmmasaudiom BT siinuuL ST E 1 (One-Way
Analysis of Variance : One-Way ANOVA) LLa:m'mmﬂauanuagm'l'ﬁi:ﬁumwm%aﬁ'u 95% et 9:
Ufasauu@igiunan ( H, ) doilaf Significant (Sig.) Ssnfauni 0.05 uazthsuudgulaujiaraun@
FUNAN (H, ) uasiiFnadvartaioy 1 ﬂﬁlmﬂ@haﬁu st liSpuBvuiBaden (Multiple Comparison)
laulfiTneaaunLy Least Significant Difference (LSD) Lﬁam'hfhm'é‘uﬂlﬂﬂ"\aﬁumnﬁuﬁuﬁ‘s:ﬁuﬁu
ALY 0.05 HAMIMNARAUFNNTTIMUEAISTINNTI 19

1319 20 waaanauFsuifisuanuiamelalansnasgndmmnasinewdisd e i) v09gneh

o o .
NADVUUURDUNIUNUIDTUNNRUTANNINY

[ ol '

AL INANW unssa TNl TYTIU df ss MS F Sig.
AnuNanalalen tnirangy 2 0.189  0.094 0.175 0.840
TINV0IRNAT mulungu 397 214583 0541

T 399 214.778
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HARINANTIY 20 uamwamﬁmﬁ:ﬁmﬂﬁuun'muamumwnurmadgnﬁ‘rﬁﬂauuuuaaumuﬁ
nadanuRaelalavnvosanmswmsinowidiod e i laoldaid mywmnzsidanin
WTUTIUMN@DI (One-Way Analysis of Variance © One-Way ANOVA) wui1 061 Significant (Sig.) 189
anuiavalslasruussandimwnesinewidad $iia wwisw) a1 0.840 B9unnnin 0.05 Wudauny
FusNURTWNAN (H,) uasUfIasamfiiuges (H,) wnuauin anuninauss fuansnatulafinasa

m’\uﬁawah{ﬂm'mmaeﬁnﬁ'\ﬁmmﬂﬂumzﬁ'nﬁ 06 (U

- = 5 o . [ ' [%
RUNAZTIWA 1.4 szaunfnet Awandraiudnadannuianslalapmivaasandiswianiing

wWilgd 9108 (NnTU)

a & - sa¥ va a
oo iuaudigunatialeaoi
a P ' “ o - - » o
Hy: 3:eumsdnm Anandnamudanuiowalalasminvasandimnmsinowdad $1ia

(uwyow) hluansnany

He  sseumsanw ﬁLLmnwi'mﬁui’:mﬁuﬁqwalﬂmunuma@nﬁmmﬂ’ns%umr‘fmﬁ LRl

(UAWTH) LANGETINW

adaAldlumBdered  aldmmassudsmaiansiiernuudsunwndes  (One-Way
Analysis of Variance : One-Way ANOVA) Lta:m'm@aauauuﬁgml’ﬁs:d’umwL%aﬁ’u 95% ML T
Ufasaun@gunan ( H,) dotiles Significant (Sig.) Intiaunda 0.05 uazthaundguladjlasaund
FIMUAN (H, ) unsinalnahaiay 1 gjﬁmn@haﬁu b lifTouPsmFadau (Multiple Comparison)
lagliBnasauuuy Least Significant Difference (LSD) tﬁam'hfi"no.?iuﬂlmﬁnﬁumndwﬁuﬁﬁ:ﬁuﬁb

AT 0.05 HaMIMATDUFNUAFIULEAIFIBTI 20

13w 21 uﬁmmiuﬁ'umﬁuum‘mﬁewahﬂﬂuﬂumaagnﬁwmmﬂﬂumrﬁ'ﬁﬁ 09 (UWITH) TBIZNAT

= [

- i e
finanuLuReUN AR szALANTANBIAINY

sruLsnfng wndsauulsuiu df SS MS F Sig.
arwiawelalas  szwivngu 2 0.617  0.308 0.572 0.565
TIUTBIINEN mulungy 397 214.161  0.539

734 399 214,777

NATINANTH 21 waddHam T Mzinioufinussdunsfinnuasgnifieeuuuussunud
nagennRanellassnsasgnisuasinowdied $10e o Tenldsds milinnziaanna
wilsUsuma@on (One-Way Analysis of Variance : One-Way ANOVA) Wudn 3ifn Significant (Sig.) %84
anuianelalagTmzasgndmnmsinowdiod Sva (iwnow) e 0.565 dannnin 0.05 duRavaw
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JURNARTIUNEN (H,) uﬂ:ﬂgmmumgmma (H,) wuga i TTALUNTIIANBN ﬂLlG\ﬂﬂWdﬂtﬂHUNaﬂﬂ

arwRmalalasswsssndiswinsinomndiod iria amimw)

FUUTTIMN 1.5 0nTw Pnandnaiulinadannuiawelalavnuvasgndiminmsinowmdisg

110 (UMW)

munsdowiusunigiunseiia ldam

H,: 87w 'Fiumnﬂ"\aﬁuﬁmmﬁawa’lﬂﬂuﬂwauQnﬁ‘mmmﬂﬂumﬁmﬁ §ia (o) liuan
CRENiN

H,: 813w ﬁucﬂn@"wﬁ'uﬁmwﬁawa'lilTﬂuswﬂaognﬁmmmﬂnumﬁimT e (UwrTu) uen
Bl

atenlilumsiinmsy  aldmmessudomainrsiianuuUsnumadior  (One-Way
Analysis of Variance : One-Way ANOVA) tarmimasauaun@igmliszdunimndoliu 95% Fodu ez
Ufjiasaun@giunan { H, ) daifladn Significant (Sig.) Jenlannin 0.05 wastanudgulaufiasauud
FJWUNAN ( H,) usziifnadvatiaiay 1 fjﬁumnsmﬁ'u s S oufioudedan (Multiple Comparison)
laplditnaaauwuy Least Significant Difference (LSD) n""«am'j'whLa'é'uﬂ‘lwﬁwﬁmneiuﬁ'uﬁi:ﬁml’u

AT 0.05 HANINARDLANNATIMUAMNAIATTN 21

a1 22 wemmanfToufisuanuiiwelilaounaagndmwan s ingwidled $10e (uwiTi) 1a9gnd

P dea - ' a
NADULLURBLOIUNNOTTWANNU

Ml sanm unEImNNud TN df ss MS F Sig.
arwRanelalan  szwinngu 2 2317  1.159 2.160 0.117
TIUpeIgnin mulung 388 208.072 0536

T 390 210.389

-3 ] A =l a

HRTINANTN 22 usaInam i nzinmsifisuisuarinasgndnesuuuuseunuiingso
anufianelalasrmresgndmnatingwndsd $ria amnaw) laoldadd msfessimanuuds
FIUNAD? (One-Way Analysis of Variance : One-Way ANOVA) wudn iidh Significant (Sig.) 183a21%
- . - g a A P . ) -~
wanelalaomusasgndmnmsinowidiaed 3@ wwirw) I8 0.417 fanndn 0.05 wudavaniy

- er -3 oy » J [} B 1A 1

suudgmunan (H,) sazUfiasaun@gnias (H,) waoanit ondn Auandiulilnadonanuinale
Taomuvasgndmunarsinowidisg $1ia (i)

- o M -l , “ o \ - Y
mnfnui 1.6 Molddadion Auandiulinadenuianelslagrnvasgnimnmiing
widrd $0a (uwiru
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-~ = - -ak v o
aundowluanudguneaiialaasi
H.; Mwlddaidan ﬁLmnvmﬁuﬁmwﬁowah'[ﬂmmmmgnﬁwmmﬂﬂumtﬁ'ﬂﬁ 3na

wrow) Lisansnanu

v, oo- - . - » ~ . e
H;: TIU“.GWIE]W\E]N Yll.l.ﬂﬂ'ﬂ'ldﬂu!Jﬂ'J'WN';NWBkJIﬂUTJM'Uadﬁﬂﬂ’lﬂu']ﬂﬁ‘ivlﬂﬂ\ﬂ']m'ﬂfj NG

(UWITH) WANGEIINU

shenlTlumsinst  wlimmessudmomshersimamuulstumadion  (One-Way
Analysis of Variance : One-Way ANOVA) wazmmaseuauufigiulfszauannudaiu 95% Faviw ax
Ufiasaun@siunan ( H, ) dawdlasn Significant (Sig.) Ifwiaunit 0.05 uazdauudzulaufiaraund
FIUWAN ( H, ) ussildnadvathatey 1 ﬁﬁu@nmaﬁu s S o fouBaten (Multiple Comparison)
laultitna@auuuy Least Significant Difference (LSD) Lﬁami'wi'uaﬁuﬁlmﬁwaﬁwnehaﬁ'uﬁ's:ﬁuﬁ'u

@A 0.05 HANIINAFDURUNAFIMUAAIAIANTN 22

f1319 23 u.amnmﬂ"mmﬁuumwﬁawalﬂﬂLmu'uaagnﬁwmmﬂﬂumrﬁmﬁ @ (Ur1TH) VEIGN

A li'd L} - ' e
Y'IG]ElULI.UUﬂE]Uﬂ'ILIﬂHTIU‘lG]GI aLAaUaINU

fulshianm unasnnuulsinu df ss MS F Sig.
arwAswalalay  sEwinengy 4 26.809 6.702  14.084"  0.000
198NN mulungy 395 187.968  0.476

PRI 399 214,777

A L - ad L
* ﬂuﬂmﬂﬂgﬂﬁdﬂﬂﬂﬂitﬂu 0.05

NERINANTH 23 uaﬁwNamﬁLmﬂ:ﬁmmﬁnutﬁnmw‘ld’dmﬁawmgnﬁﬂﬁﬂauuuuaaumuﬁ
wadaamuiwelalasmnvasandimwnarlinowidod e awirw) laoldsdd msdiensiaeny
wssmumaliinn (One-Way Analysis of Variance : One-Way ANOVA) wuin Ui Significant (Sig.) 183
anufswalrlagmnssgndsunaiinowdiad $na (uwou) i 0.000 Favpundn 0.05 tufeUfias
FUUAFIURAN (H,) uazgauiuaun@zmIas (H,) nnoanni mulddahon Auandranufinadaninuig
walslamawpsgniswnvinawdiod $1ia @wmw) Hazduinidymniabd 0.05

w‘\‘la'lﬁmm’i'lgnﬁ"lﬁmammuaaumuﬁﬁﬂﬂﬁ@iaLﬁammﬁuﬁwmiaﬂ'nuﬁawa'lﬂﬂm’mmaaﬁn

" L] I3 1] bt 1 - - q q A
fmuamringwidiod e (o) wendnaiulunagdloi Saiimameseuanuuandnaiuy
¢ 1ag193% LSD Unnguadsaia 23
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PITN 24 uamNamsuJ'iuuLﬁuUm‘muﬂne'i'mﬂ"lm'éummjs:whm‘rmﬁawah'[munwaagnﬁwmms

Inpwtird e (uwiu) 0INANRBLLULRBUI WAL oA

wlddaiiion @nin wia 10,001 - 20,001 - 30,001 - 40,000
WAL 10,000 20,000 30,000 40,000 yindu
U UM um UM o

X 3.49 3.42 3.61 3.95 4,08

dnd1 Wiy 3.49 0.07 -0.12 -0.46" -0.60"
10,000 17N (0.593) {0.353) (0.002) {0.000)
10,001 - 20,000 3.42 -0.19* -0.53* -0.67*
1N (0.036) (0.000) (0.000)
20,001 - 30,000 3.61 -0.34* -0.47*
U (0.003) {0.000)
30,001 - 40,000 3.95 -0.14
Um (0.265)

40,000 vmiwlyl 4.08

* Ilgdagyneali@nizeu 0.05

HRTINANTN 24 uamNamﬁmﬂ:ﬁtﬁnmﬁuummumnmqmmﬁm’lUﬁ‘iimiwmwﬁqwdﬂ
lasmamasgndmnmainewidizd e (ummw) Aunslddaidion wuth

gnﬁﬁﬁﬁﬂd’l@?ﬁmﬁau 20,001 - 30,000 1M ﬁugnﬁ’ﬁﬁﬁﬂu'lﬁwimﬁau 10,001 — 20,000 U
§1 Sig. 0.036 niounin 0.05 viuAe gnﬁwﬁﬁﬂu‘lﬁﬁimﬁau 20,001 — 30,000 1w HanuRawelalaysiy
vasgni s inuwidiod e () umnsimﬂuﬂuﬂﬁugnﬁ'\ﬁﬁﬂu‘lﬁsimﬁau 10,001 - 20,000
W agnaiioiAgnesdan 0.05 Tmugnﬁ'ﬁﬁﬁﬂu'l@'fsimﬁau 20,001 - 30,000 U Nanudinalalas
ussgnimwansingmdizd $ia (emw) annnigniadinalddedien 10,001 - 20,000 um Tay
fifnaduriniy 0.19 Azuwn

gnﬁnﬁﬁﬂu‘lﬁdmﬁau 30,001 - 40,000 1M ﬁugnﬁ'xﬁﬁﬂﬂ‘lﬁ@iﬂlﬁam’hni'\ niawiny
10,000 v e Sig. 0.002 Fartaunin 0.05 tude gnﬁﬁﬁﬁﬂuﬁﬁimﬁau 30,001 - 40,000 U HAY
FavalalauTawssgniimuansinewdad $aa (uwisu) uvimrii'nLﬂuﬂuﬁﬁu§nﬁﬁﬁﬁﬂu1ﬁdmﬁam§'\
i wWlawindu 10,000 v athaiiibddynaadan 0.05 Tﬂﬂ@ﬂﬁ‘ﬂﬁﬁﬂu‘lﬂ’dmﬁau 30,001 - 40,000
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um ﬁmmﬁawah'[mm'm'umgnﬁ"nm'm'n'lnuw'nﬁ'nﬁ 1A (INITU) mnnhgnﬁ’mﬁuﬂu'lﬁdmﬁauﬁw
i Wi 10,000um lapfifnaiooinfy 0.46 Aziuu

ajnﬁ"lﬁﬁﬂu‘lﬁwimﬁau 30,001 - 40,000 VM ﬁ'uyﬁ’nﬁﬁﬂn'lﬁ@iﬂtﬁﬂﬂ 10,001 - 20,000 U i
fn Sig. 0.000 Fattapnin 0.05 Wuda §nﬁwﬁﬁﬂu1ﬁ@imaau 30,001 — 40,000 U HanuRowalaleuiiu
magnﬁ'ﬁﬁmmﬂnumtﬁﬁﬁ e (uniTu) tmnﬂ"wLﬂuﬂuﬂﬁugnﬁwﬁﬁﬂuwﬁimﬁau 10,001 - 20,000
1 athaiivuidyynerian .05 laognififinelddedion 30,001 - 40,000 v HanuRawalalagiy
maagnﬁfmmmﬂnumﬁﬂﬁ e (umiw) mnnﬁgnﬁwﬁﬁﬂu‘lﬁdmaau 10,001 - 20,000 U lauiian
1BRDAL 0.53 ATUNY

gnﬁ1ﬁﬁ11u1ﬁ?eiatﬁau 30,001 - 40,000 1N ﬁugnﬁ'\ﬁﬁm'lﬁvimﬁau 20,001 - 30,000 um &
#1 Sig. 0.003 Fa¥aunin 0.05 vude Qnﬁwﬁﬁﬂu‘lﬁﬁmﬁau 30,001 - 40,000 U Hanudinalalaoi
'umi‘gnﬁ'mmmﬂnumﬁmﬁ NN (NPT} u.mnsiw.ﬂuﬂuﬁﬁugnﬁﬁﬁﬁﬂu'leﬁ'c-‘imﬁau 20,001 - 30,000
v afuiifuindymadan 0.05 Tasandndnulddadon 30,001 - 40,000 ym Heufianelalen
nwvasgniswng inuwndiad $ife (i) mnn'hgnﬁ’lﬁﬁﬂu‘lﬁdatﬁau 20,001 - 30,000 U lay
fifmadowinie 0.24 Azunu

gnﬁ"\ﬁﬁ‘sm‘lﬁdmﬁau 40,000 v miwly ﬁuajnﬁ'ﬁﬁﬁﬁu‘\ﬁﬁiaﬁau@ﬁndﬁ wiawinnu 10,000
um 67 Sig. 0.000 Tarteunin 0.05 wuda gnﬁwﬁﬁﬂu'lﬁm'mﬁau 40,000 1iwly fanufawolalas
Huandmnnyngwdad i (o) nmn@hotﬂuﬂuﬂﬁ’uwﬁﬁﬁﬂu'ls‘fﬂ'mﬁaus'hn'h niawi
i 10,000 v ardiddynadan 0.05 Tasgndnfiingledadau 40,000 Liull T
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