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ABSTRACT

The purposes of this study were to evaluate factors effecting customers’ service
using and problem encountered in using the services of Kasikorn Thai Bank. A set of
questionnaire was used for data collection administered with 381 customers of Kasikorn Thai
bank, Sarapee branch, Chiangmai. Obtained data were sorted, arranged and recorded in the
coding form. Then, it was analyzed by using the Statistical Package for the Research. Frequency,
percentage, mean, and standard deviation were used in this study.

Results of the study revealed that most of the respondents were male, 36-44
years old, married and bachelor's degree graduates. Most of them were private company
employees with a monthly income of 10,001-20,000 baht. As a whole, most of the respondents
had perceived that sevice market factor had a high level of service using of customers of Kasikorn
Thai bank (}= 4.15). The following factor were found to have an effect towards the service
using : socio — economic characteristics, process, product, immage, distribution, price, and
market promotion (} =440, 4.36, 4.33, 4.28, 4.04, 3.92 and 3.70, respectively). Product factor
had a highest level of an effect towards the respondents; that was, the application of modern
technology in service providing. Price factor had a high level of an effect towards the respondents
and the notification of benefits that the respondents would obtain. Distribution factor had a high
level of an effect towards the respondents; having branches throughout the country and
convenience in service using ranked a highest mean score. Market promotion factor had a high
level of an effect towards the respondents; advertisement through various types of media made
the respondents be up-to—date ranked a highest mean score. Immage factor had a high level of an

effect towards the respondents; modern instruments and equipment ranked a highest mean score.



(6)

Personal factor had a high level of an effect towards respondents; accuracy in service providing of
the bank staff ranked a highest mean score. Process factor had a high level of an effect towards
the respondents; The respondents did not fall in line when using the services ranked a highest
mean score.

For other outside factors as a whole, it was found to have a high level of an
effect towards the respondents (} = 4.06). Meanwhile, mean score of socio - economic factors
were found to be 4.23 and 3.89, respectively. It was found that social factor had a high level of as
effect towards the respondents; the reliability and stability of the bank ranked a highest mean
score. Also, economic factor had a high level of an effect towards the respondents; diversity of
types of deposit, loan , and investment capital ranked a highest mean score.

For problems encountered, it was found that the respondents had a moderate
level of problems (y = 2.86). It was also found that, as a whole, they had a moderate level of
problems in almost all aspects as follows : price (}= 3.32), product (?= 3.12), market
promotion (}= 3.02), distribution (}= 3.00), process (}= 2.56) and person (}= 2.54).
Immage factor was found to have problems in a low level. A highest mean score in a moderate
level of problem on each aspect were diversity of products, high service charge, inadeguate
parking area, unsafety, few souveniers, inadequate convenience facilities, inadequate numbers of

staff, and long timing of services.
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Mean if ltem | Scale Variance | Scale Item-Total | Corrected Alpha
Deleted if Item Deleted Correlation if Item Deleted
VARO00007 154.7500 109.2500 .5974 .8805
VAR00008 154.5500 113.4184 4190 .8843
VARO00010 154.2500 118.6184 .0565 .8900
VARO00011 154.1000 115.8842 .3797 .8853
VAR00014 154.2000 114.3789 3973 .8847
VARO00015 154.9000 114.8316 2154 .8892
VARO00016 154.8000 113.4316 3184 .8865
VARO00017 154.7500 113.9868 3034 .8867
VAR00018 154.2500 112.1974 .5648 .8820
VARO00019 154.3500 118.8711 .0358 .8904
VARO00020 154.1500 114.0289 5441 8831
VAR00021 154.3500 117.3974 1235 .8896
VARO00022 154.6000 112.0421 3292 .8871
VAR00023 154.9000 113.5684 3441 .8858
VARO00024 155.0000 108.7368 4853 .8832
VAR00025 155.0500 115.6289 .1707 .8903
VAR00026 155.1000 104.8316 .6270 8794
VARO00027 154.5000 112.2632 4366 .8839
VAR00028 154.4000 111.2000 4498 .8837
VARO00075 154.4000 111.2000 4498 .8837
VARO00029 154.3500 112.0289 4411 .8838
VAR00030 154.5000 107.5263 .6838 .8785
VARO00031 154.2500 116.5132 2716 .8865
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Mean if Item | Scale Variance | Scale Item-Total | Corrected Alpha
Deleted if Item Deleted Correlation if Item Deleted
VARO00032 154.0500 117.9447 1795 .8875
VARO00033 154.1500 116.8711 2578 .8867
VARO00034 154.0000 117.3684 2785 .8865
VARO00035 154.0000 116.5263 .3860 .8855
VARO00036 154.0000 116.5263 .3860 .8855
VARO00037 154.1000 116.8316 2795 .8864
VARO00038 154.2500 115.3553 .3802 .8851
VARO00039 154.6000 112.7789 7140 .8813
VARO00076 154.4500 112.1553 .6862 .8810
VARO00040 154.4500 110.2605 7239 .8794
VAR00041 154.3000 111.2737 7595 8799
VAR00042 154.5000 111.8421 .6060 .8814
VARO00043 154.4500 109.1026 7137 .8788
NofCases= 20.0 N of Items = 36
Alpha= 8875
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Mean if Item | Scale Variance | Scale Item-Total | Corrected Alpha
Deleted if Item Deleted Correlation if Item Deleted
VARO00045 33.3500 10.8711 .6802 8172
VARO00046 33.3500 13.3974 3197 8517
VARQ00047 32.4500 12.8921 4897 .8384
VARO00048 32.4000 13.5158 .5488 .8402
VARO00049 32.3500 14.2395 3337 .8520
VARO00050 33.6000 9.8316 7883 .8027
VARO00051 33.6000 11.8316 6857 .8195
VARO00052 33.8000 11.4316 .6333 .8229
VARO00053 33.5000 9.6316 .7308 .8144
Nof Cases= 20.0 Nofltems = 9
Alpha= .8467
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Mean if ltem | Scale Variance | Scale Item-Total | Corrected Alpha
Deleted if Item Deleted Correlation if Item Deleted
VARO00054 42.2000 97.1158 .7008 9314
VARO00056 42.3500 98.6605 6213 9328
VARO00057 42.0000 103.0526 3343 9372
VARO00058 42.1000 99.4632 .5688 9337
VARO00059 42.2500 102.0921 3306 9378
VARO00060 42.4000 103.4105 2291 9398
VARO00061 42.6000 101.5158 4112 9362
VARO00062 42.8000 100.8000 5411 9343
VARO00063 42.4000 94.6737 7574 9300
VARO00064 42.2500 96.9342 .6968 9314
VARO00065 42.7500 92.8289 7521 9300
VARO00066 43.0000 93.0526 .8658 9277
VARO00067 42.9500 97.8395 .6381 9325
VARO00068 43.0500 95.5237 .8180 .9293
VARO00069 43.1000 93.8842 9061 9275
VARO00070 42.7000 93.0632 7760 9294
VAR00071 42.7000 90.9579 7984 9289
VARO00072 42.7500 92.5132 .6838 9319
VARO00073 42.7500 92.7237 6727 9322
NofCases= 20.0 N of Items = 19

Alpha =

9358
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