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thon 4 Branch
Author :  Mrs. Chusanee Tubtimrata
Degree :  Master of Arts (Social Development) )
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The three objectives of the survey were 1) to find out the opinion of the service users or
customers on the main services of Kasikarnthai Bank (Public) Company Limited, Buddhamonthon 4
Branch; 2) to identify the factors affecting their opinion, and 3) to use the research results as a

guideline to improve the bank services.

The findings were summed up as follows:

1. Overall, the customers were satisfied with the bank services (X = 3.02). The most
satisfactory was trust or honesty (X = 3.08) and the least satisfactory was the information service
(X =2.92).

2. The factors that significantly influenced their opinion were the personal factors (i.e., being
a bank customers), experience in using services (i.e., length of time one used the bank service,
frequency in using service, length of time spent in contacting the bank to get a service, and

familiarity with the bank employees.

Recommendations
1. The information service should be improved especially, more information should be given
to the customers who used electronic machines to reduce the number of customers in the cash

deposit-withdrawal lines. Also, there should be signs to show the benefit of using electronic
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machines. The language should be simple because mainly the customer using such machines have
an education of below a Bachelor’s degree.

2. The number of electronic machines should be increased. For example, the automatic cash
machines should be enough to meet the customers’ demand.

3. The queuing card system should be used instead of the standing-in-queuing system to
increase convenience for the customers.

4. A bank employees should be available to ask each customer. What service be or she wants
to use in order to tell him or her which channel he or she should go to.

5. The bank employees should build a good relationship with the customers, both those who
have a bank account and those who do not. This may be done by greeting the customers and thanking
them for using bank services. If there is free time, they may recommend some additional services or
new products to the customers.

6. The bank employees should attend a training course at appropriate intervals to learn about
new products and thus can make recommendations to the customers.

7. Each bank employee should be placed in the right job. For example, the employees at a
deposit withdrawal windows should be been at counting banknotes and have a skill in computer use
to speed up the service.

8. At the counter where ATM is issued or where the customers request for a new account, the
customers still have to fill out forms with the same information. This process should be changed to
having the bank employee ask the customers the information the ba{nk wants and record it in the
computer right away in order to save time and paper work.

9. The findings show that some services are hardly used or have never been used at all.
These services are, for example, personal loans,  housing loans, E-Phone Banking and E-Internet
Banging. Therefore, the bank should conduct a study to find out the reasons in order to improve such

services.



