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ABSTRACT

This independent study aimed to examine customers satisfaction toward the
services of Krung Thai Bank Public Company Limited, Sanpatong branch, San Pa Tong district,
Chiang Mai province.

Data collection was completed though questionnaires, as the research tool,
distributed to 300 customers of the mentioned bank. The given data was, then, analyzed by the
descriptive statistics which composed of frequency, percentage, and mean.

According to the findings, 40.30 percent of respondents were male whose ages
were between 26 — 40 years old and 55.67 percent held Bachelor’s degree as the highest
educational level. 42.30 percent of respondents were government officers/ state enterprise
officers and 55.70 percent earned less than 10,000 baht as their monthly income. The majority
had been the customers of this bank for more than 5 years and used to take the different
services namely deposit service through savings, credit service through Thanawat Credit, and

other services through ATM/VISA DEBIT Card.



Based upon the concept of services marketing mix factors, the customers rated
their satisfaction at a high level for the following factors; product, people, physical evidence,
place, and process, in orderly. Nevertheless, the price and promotion factors were rated at a
moderate level only.

In each factor, the customers rated their satisfaction at the highest and/or high
level for the following sub-factors.

In terms of product, they rated for the fame, stability and the good image for being
good service provider of the bank. In terms of price, they rated for the clear notice of service
charge rate. In terms of place, they rated for the convenient location where located nearby
customers’ offices. In terms of promotion, they rated for the publicity done through pamphlet.
In terms of people, they rated for the honesty of service providers. In terms of physical
evidence, they rated for the cleanliness of the bank. In terms of service process, they rated for
the accuracy of working system which was accurate and reliable.

The problem that the customers found when they went to the bank was mentioned

to the insufficient parking lots.



