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ABSTRACT

This independent study aimed to study customer satisfaction towards
the services of Kasikorn Bank Public Company Limited: Tak branch. Data
collection was completed through questionnaire distributed to 350 customers. The
data was then analyzed by descriptive statistics using for frequency, percentage, and
means.

Based on the result of study, it was found out that most respondents were
married female with Bachelor’s degree whose ages were between 31 — 40 years old.
Most of them were officers/employees whose average incomes were lesser than
10,000 baht. In addition, the respondents revealed that the most favorite service they
took was Deposit/Saving service. The frequency in taking services from the bank of
those customers was about 1-2 times/month during 10.31 - 11.30 hrs. Most of them
stated reason in taking services from the bank that they had already had bank
account with this bank. However, the date for coming to the bank was not fixed.
They said that they learnt about the services from the suggestions of bankers as the
source of knowledge. The section where they took services the most was the cash
management counter.

According to result regarding to service marketing mix factors, it was found
that most respondents rated their satisfactions in high level for people factor, and
physical evidence factor. They paid in only moderate level satisfactions to process
factor, place factor, product/service factor, and promotion factor, in orderly.

The first sub-factor of product/service factor that respondents concerned on
was about the saving/deposit service. In term of price factor, they firstly rated for the
interest rates for personal loan. In term of place factor, they firstly rated for signs
indicating types of service that eased to notice and read. In term of promotion factor,
they firstly rated for the service and product information published through
advertising media. In term of people factor, they firstly rated for the consistence of
good and friendly manner of bankers. In term of physical evidence, they firstly rated
for the bank logo signboard which was clear and easy to find. In term of process,
they firstly rated for the rapid, correct, accuracy, and reliable operational systems.



Problems found in services provided by the bank was rated at the lowest
level. Here were the first three problems as found from the survey. The first problem
was about taking long queue in sometimes. The second problem was about the ATM
machines which found out-of-order many times. The last problem was about having
no queue card for customers.



