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Abstract

This study on “Factors Affecting Customer Service Choice at Kasikorn Bank Public
Company Limited, Bo Sang Branch, Chiang Mai Province” had the objective of finding
the problems and factors influencing the customer service choice at Kasikorn Thai Bank (Public),
Ltd., Bo Sang Branch of Chiang Mai Province. The sample group of this study were 360
customers of Kasikorn Thai Bank (Public), Ltd., Bo Sang Branch in Chiang Mai. The data was
processed by analysis using the descriptive statistical method using frequency, percentage and
means.

The findings show that most of the customers who came for the service at the bank
were female, 31-40 years old, who were married and had a Bachelor’s degree and were company
employees whose income was between 10,000 — 20,000 Baht. The types of customer service of
the bank that most of the customers or respondents to the questionnaire used were
deposit/withdrawal/transfer and having an account at the bank followed by ATM service.

As for factors affecting their choice of the services at the bank, in which they expressed
satisfaction at a high level, were price, service channels, market promotion, service personnel and
image. Regarding the product, the respondents’ satisfaction was at a moderate level. Moreover,

the respondents expressed their opinion concerning the bank’s improving its services,



that they found them to be suitable in all areas, namely product, price, service channel, market

promotion, service personnel, physical condition and service provision.



