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ABSTRACT

Title of Research Paper  : Perception, Understanding, and Opinion of Customers towards

Services of K-Bank : A Case Study of Bangna Intersection

Branch Group and Bangna-trad Km.4 Brance

Author :  Mrs. Kannikar Chandraprapob
Degree :  Master of Arts (Social Development)
Year : 2005

Objectives of this study are 1) to study perception and understanding of customers towards
services rendered by K-Bank ; 2) to study customers opinion toward services rendered by K-bank 3)
to study of factors relating to perception understanding and viewpoint of customers towards services

rendered by K-Bank.

Method of data collecting is made by issuance of questionnaire to those of 300 customers.
The results shall be analyzed by using frequency percentage, mean, standard deviation, t-test and F-
test in accordance with hypothesis. Statistical analyze are conducted by SPSS (Statistic Package for

the Social Sciences) program.

The results of this study were as follows:

1. Perception, attitude with related to the services of loan, safe deposit box, personal service,
improvement of counter servicing, educational loan, issuance of credit card, commercial loan bank
transfer via E-Internet issuance of draft are considered in lower level.

2. Male customers gave higher feedback in term of Bank services than female customers in

every categories.
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3. Bank customers of less than 5 years have better acknowledge in perception, understanding

and opinion higher than those of customers having relation over 5 years.

Recommendation

At present, Bank has divided loan operation by setting up centralized unit whereas branch
office can handle after sale service. Most of staff has less knowledge in terms of loan operation, lack
of public relation in various media. It is therefore, necessary to conduct basic training and supervise
relate department to continue their activities in order to gain customers who have basic properties in

accordance with Bank's requirement.

Therefore, K-Bank should conduct further study or improvement of services especially Bank
staff should pay more attention on female customers and introduction as well as PR to those of old
customers. It is necessary that Bank staff should provide more introduction and PR by printing media

of advertisement.



