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ABSTRACT

The objective of this independent study was to study customer satisfaction and
problems found of small and medium enterprises in Chiang Mai Province towards K-Cash
Connect services of Kasikornbank Public Company Limited. The data were collected by using
questionnaires, completed by 89 respondents who were small and medium enterprises of K-Cash
Connect clients in Chiang Mai Province; with 10 - 400 million baht as an annual income. The
data aggregated were then analyzed by descriptive statistics in terms of frequency, percentage,
and average value.

The results show that most questionnaire respondents were male, age 41 - 50 years
old, with the highest educational level of Bachelor’s degree. Their businesses are mostly:
company limited established; wholesale and retail trade with 50 - 400 million baht as an annual
income. Most respondents: have used the services less than 1 year; made an average of 3 - 4 times
per week via K-Cash Connect services; and used today’s inquiry account information. The place
that they often used the services was at the office. The reason for using the sevices was mostly

convenience.



The respondents rated their satisfaction in the overall services marketing mix as high,
when ranked by means for Place, Product, Price, People, Physical Evidence, Promotion and
Process.

The sub-factors with the highest mean were as follows: Product, Inter-account Funds
Transfer; Price, no initial fee; Place, everywhere service which internet connected; Promotion, no
charge of new entry fee, no charge of first annual fee and no charge Secure Pass fee; People,
precise advice given by staff, Process, convenient and speedy in process of report inquiry;
Physical Evidence, accurate and current information.

The problems of small and medium enterprises in Chiang Mai Province towards
K-Cash Connect services of Kasikornbank Public Company Limited were: the services are not
user friendly, e.g. condition of each transfer transactions and approval of transfer transactions
with Secure Pass; advertisement in various media are not advertised widely; security system
public relations are not enough and specificly the process for applying is slow, e.g. the time to

activate the account is too long.



