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ABSTRACT

This study attempted to understand the dissatisfaction as well as the associated
problems of customers of Kasikorn Bank’s Chang Phuak branch in Chiang Mai Province. It was
based on information provided by 500 samples of the Bank’s customers and analyzed upon the
results of descriptive statistics, Logit model application using Maximum Likelihood Estimation:
MLE technique, and the calculated Marginal Effects.

It was found that the major characteristics of the bank customers were male (53.4%),
aged between 21-30 years old (64.8%), with education higher than bachelor’s degree (57.8%),
engaged in trading and private business ( 43.0% ), having less than 10,000 baht average monthly
income (44.6%), single (59.6%) using the bank services for money deposit/withdrawal transfer
(94.2%), and using other bank service such as fixed saving, asst funds, loan, credit card, and
insurance to a much lesser extent.

The customers were most satisfied with the impartial service provision (92.6%) while

felt least satisfied with the lengthy time taken to wait for services or get contact with the bank



personnel (81.2%). In the factor of place, the customers were most pleased with the security and
creditability of the bank (100%).

The primary aspects likely to cause customers’ dissatisfaction with four this bank &
services were identified as (1) dissatisfaction would increase by 66.75% if the services the
customers used were money deposit/withdrawal/transfer in comparison to the cases of other
service and this becomes the serious problem the bank needs to correct, (2) dissatisfaction would
increase by 58.19% if the place/location became less convenient, (3) dissatisfaction would rise by
40.16% with lower service quality, and (4) dissatisfaction would up by 34.96% when using

loan/credit/credit card services.



