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ABSTRACT

The study was carried out to investigate the levels of organizational climate,
organizational commitment, service quality and customer satisfaction; to examine consistency of
structural equation model on the factors of organizational climate, organizational commitment,
service quality and customer satisfaction; and to find out the influence of organizational climate,
organizational commitment, service quality and customer satisfaction.

The sample used in the study included 398 customers and the officers working in the
financial industry group in the sector of banking industry of the companies listed on the Stock
Exchange of Thailand. The questionnaire, which had been checked for the content validity having a
value from 0.6 and the reliability between 0.838-0.874, was used as the data collection instrument.
The descriptive statistics were applied for describing the basic features of the data, and the
Structural Equation Model was used for checking the consistency of the model that influenced the
bank customer satisfaction.

The results of the study showed that the respondents’ levels of opinion toward the factors
of organizational climate, organizational commitment, service quality, and customer satisfaction
were at the high level. The structural model of the factors influencing the customer satisfaction
conformed to the empirical data with Zz= 102.311, df = 98, p-value =0.363, GFI=0.971, RMSEA
= 0.011, moreover, it was found that the factors of the customer satisfaction were most influenced
by the factors of the service quality, next below were the factors of organizational commitment with
the coefficient = 0.51, 0.23 respectively at 0.05 level of significance.

Keywords: organizational climate, organizational commitment, service quality, customer satisfaction
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