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ABSTRACT

This independent study had the objective to study on customer satisfaction towards
credit services of Krung Thai Bank (Public) Company Limited, Omnoi Business Center. The data
were collected from 220 subjects by using the questionnaires. Then the data were analyzed by
using descriptive statistics and presented as frequency table, percentage and mean. The findings
of this study were as follows.

Most of respondents were male, aged between 40-50 years, married, established
companies in form of company limited, with registered capital between 10-50 million bath. The
average revenue over 50 million bath annually. The credit line was over 100-150 million bath,
and opened credit limit with 2 others financial institutions. The credit relationship with the bank
were over 5-10 years at Samut Sakhon Branch. The credit type used was over draft.

Service Marketing mix factors affecting the satisfaction on credit service were
summarized by average scores from highest to lowest as follows: physical evidence, people,
process, service, promotion, place and price factor respectively. The sub-factors that were rated at
the first priority of satisfaction were presented as follows.

Service factor had average satisfaction at a high level on the variety of credit types

and the credit approved was fair and accurate. Price factor had average satisfaction at a moderate



level on the interest rate. Place factor had average satisfaction at a moderate level on the
convenience in communication by telephone. Promotion factor had average satisfaction at a high
level on up-to date credit information. People factor had average satisfaction at a high level on the
skill and knowledgeable of the staff. Physical evidence factor had average satisfaction at a high
level on the office atmosphere of Omnoi business center. Process factors had average satisfaction
at a high level on the promptness in signing contract.

Problems on credit service of Krung Thai Bank were found that most of the
respondents had average of moderate level on in sub-factor such as foreign credit fee was higher

than others bank. The bank location was also found had average at moderate level problem.



