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ABSTRACT

This study aims to study the factors influential in causing customers to use the special
service at Kasikorn Bank Ltd. (PCL) in Mueang District, Chiang Mai. It aims to study the
general characteristics and types of users, as well as the service factors influencing customer use.
The study used a closed-end survey as the primary tool for data collection, from a sample group
of customers (n = 275) who use Kasikorn Bank services after hours. The data was analyzed using
descriptive statistics which provided information in the form of detailed frequency tables showing
averages, percentages and standard deviations. For measuring customer attitudes, a Guttman
scale and Chi-square tests were used in order to uncover relationships among the customer
interest variables.

The study found that Kasikorn Bank has launched a special service in Chiang Mai, with
restricted time periods, in four branches in Chiang Mai: the Tha Phae Road branch, the Charoen

Mueang Road branch, the Chang Puak Road branch and the Moon Mueang Road branch. The



customers surveyed who use the special service were in equal proportion male and female in the
same age range, all making a living as company employees; and the majority came to use the
service for deposit and withdrawal purposes.

The factors that were found to influence customer service for the special service at the
Kasikorn Bank branch in Mueang District, Chiang Mai were first, people factors, and then
customer service, staff knowledge and factors to do with the service process itself. Other factors
included: the placement and location of signs and signals — where the customers could see them
(this seemed a special focus of attention), a location close to the customers’ residence or work,
and whether there was adequate customer waiting space provided.

Factors such as product pricing and marketing were not so important for the customers,
because such factors are not much different across other banks where customers may receive such
services. Other factors such as equipment location and personnel were factors found to influence
the number of items or the level of transactions. Customers did not focus much on pricing and
marketing because such factors also do not differ much among commercial banks and because
customers can receive these services elsewhere. Market factors and the processes influencing the
use of these services had little influence on the level of customer service received as part of the

special services at the Kasikorn Bank in Mueang District, Chiang Mai.



