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ABSTRACT

The purpose of the study is to study customers’ satisfaction in using service K-
WePlan of the Kasikorn Bank Public Company Limited in Mueang Chiang Mai district. Data
were collected by using questionnaires distributed to 200 customers from 7 branches of the
referred bank. Questions were created in order to evaluate satisfaction of customer towards five
aspects of service quality namely reliability, assurance, tangibles, empathy and responsiveness.
Statistics used for analyzing all obtained data were frequency, percentage, and means.

The findings showed that most subjects were single females, in ages between 36-45
years old with Bachelor’s degree. They worked as employee at private company and averagely
earned monthly income at amount of 20,001-30,000 baht. The objective in doing financial plan
was to prepare for their retirement.

Hereafter were shown the customer satisfaction towards K-WePlan service.

For responsiveness aspect, the subjects ranked their satisfaction at high level to the
rapidity in providing service as offered by the financial planners as well as the rapidity of K-
WePlan system itself.

For reliability aspect, the subjects ranked their satisfaction at high level and the top
three sub-aspects were shown as follows: knowledge, comprehension, and ability to provide good

consultation of planners, accurate service as offered by planners as promoted, and competency of



planners to analyze and offer solutions for individual who had different financial problematic
status.

For tangibles evidence aspect, the subjects ranked their satisfaction at high level and
the top three sub-aspects were shown as follows: dress of financial planners, high-tech tools and
equipments to be used, and the environment of the K-WePlan station.

For assurance aspect, the subjects ranked their satisfaction at high level to courtesy
and consistency in providing services of planners.

For empathy aspect, the subject ranked their satisfaction at low level and the top
three sub-aspects were shown as follows: attention to customers as seen via the post-service
attention of planners by keeping review the financial plan for customers and acknowledge them,
intimate and sincere interest and attention to individuals by following up them via phone call to
learn how the given plan went and what problems that occurred, and release of K-WePlan

information such as sending the financial planning outcome to customers via registered mail.



