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ABSTRACT

The objectives of this study were to: 1) explore client satisfaction with client
relations management of CIMB bank, Chiang Mai Branch and 2} assess the strategy on client
relations management of the bank. The sample group in this study in this study consisted of 400
clients of 4 branches of the bank: Chiang Mai, Central Airport Plaza, Suthep, and Changkhlan.
A set of questionnaires was used for data collection and analyzed by using the Statistical Package.
Frequency, percentage, mcan, and an average weight mean score were used for the statistical
treatment. F-tcst and t-test were used for hypothesis testing with the significancc level at 0.05
(P=0.05).

Results of the study revcaled that most of the respondents wee females, 36-45
years, married, bachelor’s degree graduates, and private company employces. Less than one-half
of the respondents (30.5 percent) had an average monthly income of 10,000 - 20,000 baht. It was
found that, as a whole, the respondents had a moderate level of satisfaction with the strategy on
client relation management of the bank (;c= 3.43). They were satisfied with the determination of
the relation creation program at a modcrate level (3.09), followed by technology using (;c =2.92),
and data base (;=2.89).

Based on the hypothesis testing, there was a difference in satisfaction with the
strategy on client relation managemcnt of the bank based on data base, technology using and
client keeping. This was also true with sex, age, marital status, educational attainment, and
income. There was a statistically significant difference in satisfaction with the determination of
client relation creation program of the bank based on sex, age, marital status, educational

management, and income (P = 0.05).





