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ABSTRACT

The objective of this study was to explore customers satisfaction towards credit
service of the corporate banking team of Si—Yéak-Sanambin, Kasikornbank Public Co., Ltd,,
Chiang Mai province. Data collection was done through the questionnaire distributed to 312
custorraers categorized in a group of entrepreneur. Then all collected data was analyzed by
descriptive statistic using frequency, percentage, and means,

It was found from this study that most respondents were male in the ages between
30 — 40 years old, with Bachelor’s degree. Their buéinesses were mostly registered in a type of
Comf)any Limited and had been operated for 5-10 years. The business was about the
constriaction business with 5 millions baht as the capital fund or business registration, and with
10 ~ 20 million baht as its annual selling point. The majority had used the credit service from
Kasikorn bank for more than 5 years and learned about this service mostly from the
bankers/employees. The primary reason. of using the credit service from the mentioned bank
was given for the availability of credit services as they needed. The most of them use the

service of the O.D credit service. The recent credit limit they did with the bank was limited to



3-5 million baht. Most of them had also used such a service with other banks and the Bangkok
Bank was the bank where customers mostly used the service than others.

Based upon the study results regarding the service marketing mix factors, the
respondents paid average at high level concern on the factors namely process, promotion,
people, physical evidence and presentation, place, and price/fee, in orderly.

In terms of service, the highest satisfaction was paid for O.D loaning and letter of
guarantee services.

In terms of price/fee, the highest satisfaction was paid for the fee rate and the issue
of letter of guarantee.

In terms of place, the highest ‘sa.tisfaction was paid for the nationwide branches.

In terms of promotion, the highest satisfaction was paid for the seminars and
public relations introducing new services and offering some information to the customers.

I;x terms of people, the highest satisfaction was paid for the warm and friendly
human-relation given by the credit service officers.

In terms of physical evidences and presentation, the highest satisfaction was paid
for fame, good image, and stability of the bank as seen through the 61 years of operation.

In terms of process, the highest satisfaction was paid for the rapid credit service
process that the result could be announced within 3 days.

The first three problems found in the mentioned service were about the tight and
insufficient parking lots, the high rate of loaning fee comparing with other banks, and the

shortage period fbr paying debt in return comparing with other banks.



