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ABSTRACT

The objective of this study is to study the customers’ general information, their
behaviors, and factors to consider and problems of using automobile leasing service of Kasikorn
Bank, Moon Mueang Branch, Chiang Mai Province. Primary data were collected via
questionnaires that were distributed to 300 customers of automobile leasing service of Kasikorn
Bank in Chiang Mai province. Data were analyzed with descriptive statistics and presented in
forms of frequency table, percentage, arithmetic mean, and standard deviation. The data analysis

employed Likert Scale and Chi-square test.

The study showed that most of the samples were female, aged between 31-40 years old,
had single status, had bachelor’s degree, were a company’s or enterprise’s employee, and had
monthly income between 10,001-30,000 Thai Baht. With regards to customer’s behaviors on

automobile leasing service, most customers had received services from Kasikorn Bank Public



Company Limited. Most of them selected Toyota car and did research on advertisements before
making a decision. Television and radio have highest influence on their decisions. It was found
that their reason behind the decision to use the bank’s services is the trustworthy in leasing
services.

Regarding the factors to consider when using automobile leasing service of Kasikorn
Bank, it was found that the most emphasized factor was the bank’s personnel; that the officers
provided friendly services. This factor received an average score of 4.10. The next highest
emphasized factor with an average score of 4.09 was the services; that there are several branches
to support the demands of services. The bank’s status, specifically its stability, received an
average score of 3.99. The factor of location that the bank is situated near the customer’s residents
or workplace received an average score of 3.91. In terms of leasing approval, the prompt approval
and quick notice of result received an average score of 3.76. The factor of marketing, specifically

television and radio broadcasting about the service, received an average score of 3.45.

According to Chi-square test at statistical significance level of 0.05, it was found that the
decision to use automobile leasing service of Kasikorn Bank was related with their leasing service
history, brand of the car for leasing, approved credit, installment period, and their satisfaction
towards the leasing services. The acquired X’ from the test was less than 0.05 level of statistical

significance.

The most frequently found problems were the price, specifically the high interest rate.
The other less frequently found problems respectively were the product - too many documents for
the request of leasing, problem in terms of marketing - few advertisements and public relations
available, problem in terms of channel of distribution, problem in terms of personnel - the
officers’ lack of skills and knowledge in providing services, and problem in terms of physical

conditions - outdated office facilities and lack of convenient tools in the bank.



