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ABSTRACT

The purpose of this study was to study Customer satisfaction towards KTB
leasing services of Krung Thai Bank Public Company Limited in Amphoe Mueang Chiang Mai.
Questionnaires were used to collect data from 256 customers Krung Thai Bank Public Company
Limited which are in 14 branches. The data was analyzed statistically in term of frequency,
percentage and mean.

Results of the study found that most of the respondents are 21-30 years old
female who held Bachelor Degrees, worked in government sector and earned 10,001-15,000 baht
per month. This group of people currently used KTB leasing services at Khuangsingh branch
which the type of product was motorcycles. The important reason for choosing KTB Leasing
Services was they already had salary account at Krung Thai Bank Public Company Limited. The
main influence that made the respondents choose the service of KTB leasing was the bank staff;
most of them knew the service via bank staff and could pay via direct debit accounts. Most of the
respondents never used leasing services of other banks and had used KTB leasing service for 1-3
months.

Regarding the study of customer’s satisfaction toward KTB leasing services of
Krung Thai Bank Public Company Limited, it found the mean of satisfaction in all service

marketing mix factors at high level respectively was physical evidence and presentation factors,



people factors, price factors, channels of distribution/place factors, process factors,
product/service factors, and promotion factors.

For sub-item of each factor in all service marketing mix factors found that the
respondents rated their average at high level satisfaction.

Product/service factors, the respondents were most satisfied with product quality
and popularity in market.

Price factors, the respondents were most satisfied with credit terms or the
number of the installment periods.

Channels of distribution/place factors, the respondents were most satisfied in
coverage throughout the country.

Promotion factors, the respondents were most satisfied with a zero percent level
of interest rate.

People factors, the respondents were most satisfied with good relationships and
friendliness of the bank staff.

Process factors, the respondents satisfied most in convenience of payment.

Physical evidence and presentation factors, the respondents were satisfied in the
reputation and credibility of the Krung Thai Bank Public Company Limited.

The result of problems for KTB Leasing Services of Krung Thai Bank Public
Company Limited in Amphoe Mueang Chiang Mai found significant problems in all service
marketing mix factors. For the first sub factors of product/service, the bank catalog did not
contain various categories. For the first sub factors of channels of distribution/place, a lack of
place for sample product shown in branch. For the first sub factors of promotion, not interesting
premium product. For the first sub factors of process, consumes could not receive the product on
time. For the first sub factors of price, the price from KTB Leasing was subsequently higher than
other companies. For the first sub factors of people, not having members of staff to demonstration

the product.



