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Abstract '|‘5145112

The objective of this independent study was to study customer satisfaction towards and
problems of credit services of Krung Thai Bank Public Company Limited, San Pa Tong Branch,
Changwat Chiang Mai.

The data for this study was collected via questionnaire distributed to 233 customers of
Krung Thai Bank Public Company Limited, San Pa Tong Branch, Changwat Chiang Mai, who
had started credit contacts with the bank during 1998-2002. The data was then analyzed by
descriptive statistics using frequency, percentage and mean.

The results of the study of the service marketing mix factors were as follows. The
customers were satisfied at a high level towards the following factors: place, product, and
physical evidence and presentation, respectively. The customers were satisfied at a medium
level towards the following factors: people, price, process, and promotion, respectively.

In product factor, the respondents were satisfied at a high level towards the following
sub-factors: the bank's stability, fame, and image; and the variety of credit services which
responded to the customers' needs.

In price factor, the respondents were satisfied at a high level towards the following sub-

factors: the appropriateness of contract period and of payment amount.
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In place factor, the respondents were satisfied at a high level towards the following sub-
factors: the sufficient number of branches; convenience; casily spotted bank's logo sign;
location of the bank near resident; location of the bank ncar customers' work place; and
telephone and internet access to the services.

In promotion factor, the respondents were satisfied at a high- level towards the
following sub-factor; the availability of the bank's advertisement through television, radio and
newspapers.

In people factor, the respondents were satisfied at a high level towards the following
sub-factors: the standard of service; staff's personality, friendliness and politeness as well as
well-attired; staff's reliability, knowledge and ability; and staff's clear explanation of service
process.

In physical evidence and presentation, the respondents were satisficd at a high level
towards every sub-factor in the following order-- building's cleanliness; the bank's security
system; pleasant interior atmosphere and beautiful and modern interior decoration; the
orderliness of the interior such as the placing of equipment, signs, and credit forms; modem
equipment and office supplies; the availability of comfort facilities such as television, drinking
water, newspapers, magazines, sofas and restrooms; and friendly atmosphere.

In process factor, the respondents were satisfied at a high level towards the sub-factor
accurate and reliable work process.

In terms of problems, the problems that the respondents ranked at a medium level were
promotion, process and price. The problems that the respondents ranked at a low level were

product, place, people, and physical evidence and presentation.



