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ABSTRACT

The objective of the independent study was to study the customer’s satisfaction
with credit services of Business Banking Center at Kasikorn Bank Public Company Limited,
Chiang Mai province. The data collection for this study was collected via questionnaire
distributed to 115 customers of the Business Banking Center at Kasikorn Bank Public Company
Limited, Chiang Mai province. The data was then analyzed by descriptive statistics using for
frequency, percentage, and mean.

The results of this study were indicated that most respondents were 41-50 years
old female agricultural business owners with Bachelor’s degree. It was found that their
businesses were mostly in company limited business type with 101-400 millions baht as an
annual income and had over than 15 millions baht for their total credit rate.

The comparative study between the expectation level and the satisfaction level of
respondents towards the credit services of Business Banking Center at Kasikorn Bank Public

Company Limited, Chiang Mai province was presented in these following sub-factors.



In product factor, the respondents expected and were satisfied at the high level
towards the following sub-factors: the various types of credit in both short term and long term
credit services.

In price factor, the respondents expected and were satisfied at the moderate level
towards the appropriate interest rates.

In place factor, the respondents expected and were satisfied at the high level
towards the possibility for transaction via telephone.

In promotion factor, the respondents expected and were satisfied at the moderate
level towards the sub-factors as follows. For the customer expectation, it was revealed that the
respondents paid the most expectation on full and updated credit information. Anyway, for the
satisfaction towards the service, it was stated that they mostly satisfied with the introduction of
low-interest credit types like KBANK SME:s.

In people factor, the respondents expected and were satisfied at the high level
towards the sub-factors as follows. For the customer expectation, the respondents paid the most
expectation on the good personality, good human relation, good communication, and
appropriate dressing from the staffs. Anyway, for the customer satisfaction, it was stated that the
respondents mostly satisfied with the good human relation of the staffs.

In physical evidence and presentation factor, the respondents expected and were
satisfied at the high level towards the sub-factors as follows. For the customer expectation, the
respondents paid the most expectation on the high technologies office tools and accessories.
Anyway, for the customer satisfaction, it was stated that the respondents mostly satisfied with
the appropriate temperature in the office.

In process factor, the respondents expected and were satisfied at the high level

towards the reliable and trustable working system.



