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ABSTRACT

The objective of this research is to study factors affecting the customers’ satisfaction in
Electronic Banking Services of Kasikorn Bank in Mueang district of Chiang Mai province. Data
were collected from 9 branches of Kasikorn Bank Public Company Limited located in Mueang
district of Chiang Mai province. There were 500 customers used as subjects of the study, and for
data collecting, the subject customers were asked to answer questionnaires and interviews.

The study results showed that 60.20 percent of the customers were female. Among the
customers, 39.60 of them are aged between 31 to 40 years old, 76.20 percent held bachelor’s
degree 26.80 percent of the customer reported that they had their own businesses. 38.80 percent
earned 30,001 — 40,000 monthly. And 41.60 percent of the customers came to the bank for fixed
fund deposit services.

In terms of satisfaction on the Bank’s services, the customers showed their satisfaction

on the security of the Bank’s K-Lobby the most (93.00 percent). For satisfaction on the firm, the



customers reported that they were satisfied with the stability and the reliability of the Bank the
most (96.00 percent).

The factors affecting the customers’ satisfaction in Electronic Banking Services of
Kasikorn Bank in Mueang district, Chiang Mai province included the correctness of the electronic
system and the convenience of the bank. The reliable system is the most important factor that
affected customers’ satisfaction. It helped increase customers’ satisfaction to 64.72 percent. The
second most important factor is the convenience of the bank’s place. Understanding to electronic
system of Kasikorn Bank increased the customers’ satisfaction to 45-50 percent; kinds of the
bank note limitation apply to bank’s electronic machinery, trusting of the bank’s products, the
advantage of the other bank’s products, the convenience of transportation to the branches and the
waiting time to contact with the officer when the systems have trouble raised customers’
satisfaction to 25-37 percent, respectively. In addition, the parking place for customers and the

marriage status helped increase satisfaction of the customers to only 10-18 percent.



