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ABSTRACT

The objectives of this study were (1) to study the opinions of customers
towards services of Thai commercial banks (2) to compare the levels of their
opinions based on services of different types of Thai commercial banks (3) to study
plans, directions and the strategies to adapt of Thai commercial banks for competition
and survival.

This research is a survey using questionnaires. The sample was separated
into 3 groups, comprising of 240 customers of private-sector banks, 110 customers of
state-owned banks and 50 customers of foreign-owned banks, a total of 400. The
questionnaire data were computed by using SPSS program. The statistics used were
percentage, average, standard deviation, variation of One Way ANOVA and a test of
the difference of the samples groups' average by Scheffe's test.

The research findings showed that (1) On average, customer satisfaction
towards services of Thai commercial banks was highest towards public relations
factors , and lowest towards price factors. (2) The comparative opinions of the
customers between services at different types of Thai commercial banks were
significantly different at a level of .05 and are summarized as follows: The majority
of customers at state-owned banks had opinions towards services, which were
different from those at private-sector banks. The majority of customers at state-owned
banks had opinions on price factors, different from private-sector banks and
foreign-owned banks. The majority of customers at private-sector banks had opinions
on sales promotion factors, different from state-owned banks and foreign-owned
banks. The majority of customers at state-owned banks had opinions on public
relations factors, different from foreign-owned banks. (3) At the present time in
rapidly changing environment of intense competition in financial markets,

Thai commercial banks have to adapt their strategies in various aspects to keep their
competitiveness and continue to survive. In addition, it is imperative for them to
operate efficiently and create satisfaction among customers. They must respond to
demand to impress customers and keep their loyalty.

Keywords: Management Strategy, Thai commercial banks, Services
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