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ABSTRACT

This research aimed to study satisfaction leve] of Kasikornbank ‘s customers at
Mahasarakham Branch, factors influencing customers ‘s éatisfaction of Kasikornbank at
Mahasarakham Branch,Mahasarakham Province and opinion and suggestion of customers.

The sampled group consisted of three hundred and eighty—éight(BSS) prople sampled by Stratified
Random and Simple Ramdom. The measuring instrument was questionnaire with 5-class rating
scale. Specify independent variables are sex,age,monthty income, education degree, a time of the
year to contract with the bank, usable service, a quantity of money to deposit the bank, a quantity of
money to loan the bank, the place to give a service, the system to give a service, the time to give a
service, reward the behaviour of the officials, the data to give a service, the measuring instrument
and the tool. The statistical analysis is frequency percentage, average, standard deviation and
Multiple Linear Regression with 0.05 significance level.

The research results can be summed up as follow:

For satisfaction level of Kasikornbank ‘s customers at Mahasarakham Branch,
Mahasarakham Province, satisfaction were mostly in hing level. When considering each area of
customers’ satisfaction of Kasikornbank at Mahasarakham Branch, Mahasarakham Province, it was
found that the most high level of satisfaction were 4 areas:behaviour of the officials (i =3.74) the
time to give a service (g =3,73) the measuring instrument and the tool ( X =3.68) and the system
to give a service (i =3_61). The medium level of satisfaction were 3 parts: reward (;(w =3.27) the

place to give a service (i =3.19) and the data to give a service ( X =3.06).



Factors affecting satisfaction of Kasikombank ‘s customers at Mahasarakham Branch,
Mahasarakham Province consisted of 7 variables. The variables affecting the satisfaction from hing
to low level were as follow: system to give a service (Beta=.312) the place to give a service
(Beta=.229) the measuring instrument and the tool (Beta=.209) the behaviour of the officials
(Beta=.187) the education degree (Beta=.112) a time of the year to contract with the bank
(Beta=.069) and the monthly income (Beta=.087). All variables can enumerate a variable of
dependent variable with 72.70 percent (R=0.853 , R Square=0.727).

Opinion and suggestion in giving a service for Kasikornbank ‘s customers at
Mahasarakham Branch, Mahasarakham Province were as follows: the bank should adjust speed and
neutral setvice, provide the waiting seat, more car park, computer service for the measuring
instrument and the tool, the bank officers should say the polite greeting like “Hello and Thank” to
customers, adjust communication and understanding with person who have the low education
degree, build friendship between bank officers and customers for protecting the error in a service,
and should support the training of relevant staffs of insurance to offer to customers in order fo

increase life insurance in many more channels,



