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ABSTRACT

This research aims to study the clients’ dissatisfaction with services provided by
Lumphun industrial estate branch of Kasikorn Bank (Public Company Limited) as well as
examine the problems and difficulties faced by such bank clients. Information was collected from
500 samples of the banking service users. The analysis was based on the results of descriptive
statistics, Logit model application using Maximum likelihood estimates: MLE and marginal
effects analysis techniques.

The findings revealed the majority of samples under study could be characterized as male
(50.80%), 21 - 30 years old (36.40%), with bachelor’s or higher degree education (46.00%),
private business employer (32.00%), having monthly income under 10,000 baht (36.20%) single
(49.00%), using deposit/withdrawal /money transfer services of the most often (64.50%), and
having been the bank client for 2 - 3 years (33.80%).

The factors affecting the clients dissatisfaction with K-banking services of Lumphun
industrial estate branch identified by the Logit model application had 93.60% predictive accuracy.
It was found that the most important factor generating clients’ dissatisfaction by 81.70% was
equal treatments in service provision, followed by the factors concerning tidiness of physical
environment, speed of service provision, number of banking staff in every service type and the
procedure in service system which might contribute to the increase in clients’ dissatisfaction by

50.00 - 68.00%, Factors which could increase the level of dissatisfaction in the range of 24 - 37%



included the availability of signs for various service units, public relation activities for the use of
other banking products, knowledge and capability of bank workers concerning the
recommendation/advice about the introduced banking products. Furthermore, there were
a number of factors which might generate more dissatisfaction by 14.00 - 19.00% such as the
convenience in traveling to use services at the Lumphun industrial estate branch, the speed of
service delivery by the banking staff, the security and reliability of the bank’s services, and the

length of time that the clients having used the bank services for only 1 - 2 years.



