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ABSTRACT

The objective of this independent study was to study the Small and Medium Enterprises
(SME) customer satisfaction towards credit service of Kasikornbank Public Company Limited in
Ratchaburi province. The population in this study was 270 SME customers who used credit
service with Kasikornbank Public Company Limited in Ratchaburi province which was divided in
to 4 branches such as Ratchaburi Branch, Srisuriyawong Road Sub Branch, Big C Sub Branch,
and Baan Pong Branch. Then, the data was collected by questionnaires.

The study showed that most of the respondents were male aged between 40 — 49 years
old. The education background of the respondents was under bachelor degree. They operated
wholesale/retail business and earned more than 1 million baht but not exceeding 10 million
baht/year. They used credit service for more than 3 years but not exceeding 5 years and used
general credit. The amount of credit was not exceeding 3 million baht in the name of individual
account. The respondents learned about the credit service form the bank personnel.

In term of marketing mix factors affecting SME customer satisfaction towards credit
service of Kasikornbank Public Company Limited in Ratchaburi province, it was found that
respondent’s overall satisfaction was at the high level which was ranked as followed: physical

environment, product, personnel, service procedure, place, and price respectively while



promotion factor was at the moderate level. When considering each factor in details, it was found

that the sub-factors which influenced customer satisfaction the most were as follows:

The sub-factor of product was full provided service. The sub-factor of price was the
amount of installment per time. The sub-factor of place was convenient location. The sub-factor
of promotion was advertisement trough media. The sub-factor of personnel was kindness, good
human relation and manner of staff. The sub-factor of physical environment was fame and image

of the bank. The sub-factor of service procedure was prompt credit approval.

For problems concerning the small and medium enterprises in using credit service of
Kasikornbank Public Company Limited in Ratchaburi province, it was found that the
respondent ’s overall problems on marketing mix factor was at the low level which was ranked as
followed: price, place, promotion, product, service procedure, and personnel respectively. When
consider each factor in details, it was found that the sub-factors which influenced satisfaction

towards the marketing mix factors the most were:

The sub-factor of product was too much guarantee. The sub-factor of price was the
loaning management fee was higher than other banks. The sub-factor of place was insufficient
parking space. The sub-factor of promotion was that there was no discount or exemption form
fee. The sub-factor of personnel was inequality service. The sub-factor of physical environment
was that there was no facility such as television, drinking water, tea, coffee, newspapers,
magazines, chairs, and toilet. The sub-factor of service procedure was complicated documentation

system for legal act.



