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ABSTRACT

This independent study aimed to examine customer satisfaction towards services of
the Krung Thai Bank Public Company Limited, Phayao branch. Data was collected from 400
customers ; then analyzed by descriptive statistics; frequency, percentage and mean.

The results of this study showed that the majority of respondents were married
female in ages between 36-50 years old with Bachelor’s degree and worked as government
officials who earned 10,000-30,000 THB in average for monthly income. They revealed that they
had taken services at the Krung Thai Bank Public Company Limited, Phayao branch for 4-6 years
with the frequency of 3-4 times/month ,especially on Monday at 10.01-12.30 hrs. They referred to
the fame and the stability of the bank as the main reasons in choosing this bank and learned about
the bank from friends/acquaintances. It was found out that most of them had never used baking
services from neither banks nor financial institutions in Mueang Phayao District. However, for
whom who took banking services from other financial sources rather than Krung Thai Bank
Public Company Limited, Phayao branch, they admitted that they took those services from Siam

Commercial Bank Public Company Limited.



Based upon the study on customer satisfaction towards service marketing mix of the
specified bank, the results indicated that the average highest rank of satisfaction was pointed out
to people factor; meanwhile, the average high rank of satisfaction was found in factors namely
process, physical evidence and presentation, promotion, product, price and place.

In product factor, the respondents averagely rated their first satisfaction at the
highest level and the highest satisfaction was given to the following sub-factor: the 3-month fixed
deposit service.

In price factor, the respondents averagely rated their first satisfaction at the highest
level and the highest satisfaction was given to the following sub-factor: the loaning interest rate of
Thanawat Speedy Loan.

In promotion factor, the respondents averagely rated their first satisfaction at the
highest level and the highest satisfaction was given to the following sub-factor: the special
privilege in being offered the constant rate of loaning interest in the first year for Housing Loan
customer.

In place factor, the respondents averagely rated their first satisfaction at the highest
level was given to the following sub-factor: the office days of the bank (open daily).

In people factor, the respondents averagely rated their satisfaction at the highest
level and the highest satisfaction was given to the following sub-factor: good manner, politeness,
and warm human relations of the officers, accurate suggestions and advises made in polite and
easy explanation as provided by the officers, honesty and reliability of the officers, and expertise,
ability and proficiency in the post and in providing services of the officers.

In process factor, the respondents averagely rated their satisfaction at the highest
level and the highest satisfaction was given to the following sub-factor: the fame and the
reliability of the bank, as well as the sufficient seats for waiting queues.

In physical evidence and presentation factor, the respondents averagely rated their
satisfaction at the highest level and the highest satisfaction was given to the following sub-factor:

the rapidness in doing transactions and the appropriate times to be spent in queue.



