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The objective of this research was to study on the Customer Satisfaction Towards
K-mAlert of Kasikornbank Public Company Limited (K-Bank) in Samut Sakhon Province
according to the theory of combined service marketing. The study group was 300 customers who
used to use the K-mAlert service in Samut Sakhon Province. The questionnaire was conducted for
the research and information was analyzed by adopting a descriptive statistic method. The
outcome was presented in a form of table of frequency and average enumeration.

Most of questionnaire answerers were women age between 21-30 years old. Their
education was between a diploma and bachelor degree and worked in private companies with
average salary not over Baht 20,000. Most of them used a service of informing result of money
transferring through ATM for 1-3 times per month.

The most satisfaction of the answerers in a factor of the combined service marketing
was a cost factor. Service channel factor, product factor, physical and service style factor, service
process factor, and marketing campaign factor were satisfied respectively. The first sub-factor of
the cost factor was free-applying for using the services. The sub-factor of the service channel was
24 hour-service, that of the product factor was an increase in confidence in paying through credit/

debit card and money transferring, that of physical and service style factor was an sudden

massage to inform once there was a service usage, that of service process factor was a fast
information through SMS, and that of marketing campaign factor was an advertising on various
medias.

The most serious problem found in using K-mAlert in Samut Sakhon Province related
to the product factor. The other problems in a middle level of seriousness were physical and
service style factor, service channel factor, marketing campaign factor, and service process factor
respectively. The first minor problem was a product problem once the Bank itself could not send
SMS to customers who changed the phone number or lost their phone. The physical and service
style problem was in a case of money transferring once transferor could not be sure that receiver
could get their message. The service channel problem was the transferor must only transfer
money at K-Bank’s ATM. The marketing campaign problem was unclear distributed information
related to the services. The service process problem was slow reply of K-Contact Center or Call
Center.

It can be said that the customers used the services in quite low level about 1-3 times
per month. By comparing the customer satisfaction with the found problems, it can be suggested
that the K-Bank should pay more attention and consider in improving its performance as well as
other concerning problems in order to create its customer satisfaction and also create new strategy

for a new added value to the growth of its business.





