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ABSTRACT

This independent study aimed at exploring customer satisfaction towards housing loan
services of Kasikorn Bank Public Company Limited, Chiang Mai Market Branch. Data
collection was compiled from the distribution of questionnaires to 205 customers of Kasikorn
Bank Public Company Limited, Chiang Mai Gate Market Branch. The data were then analyzed
by applying descriptive statistics composing of frequency, percentage, and mean.

According to the study, most of the respondents were married males with age between 36
to 45 years old. The highest level of education was Bachelor’s Degree. Most of them were
working for private companies earning between 25,001 and 35,000 Baht. They respondents had
been customers of Kasikorn Bank PCL, Chiang Mai Gate Market Branch for 3 — 4 years. They
used both credit lines service and credit insurance service equally at Kasikorn Bank PCL, Chiang
Mai Gate Market Branch. The banking services they used were home loan service and
multipurpose loan service. Their credit lines were between 2,000,001 — 3,000,000 Baht. They
learnt about home loan service from the bank’s employees. People who had influence over their
decision to apply for home loan were themselves. They chose the home loan service of Kasikorn
Bank because of the bank’s reliability, good-image and reputation. Aside from Kasikorn Bank
PCL, Chiang Mai Gate Market Branch, they also used home loan service of The Siam

Commercial Bank, PCL.



For customer satisfaction towards housing loan services of Kasikorn Bank Public
Company Limited, Chiang Mai Gate Market Branch, the service quality which customers had
high satisfaction with were Reliability, Responsiveness, Security and Credibility, respectively.
The service quality which customers had medium satisfaction with were Tangibility,
Competence, Communication, Understanding/Knowing Customer, Courtesy and Accessibility,
respectively. The highest satisfaction for each factor were as followed. For Reliability, the
customers were confident that the applied home loan would be granted from Kasikorn Bank PCL,
Chiang Mai Gate Market Branch. For Responsiveness, the bank employees providing loan
services were capable of proposing home loan services that matched the customers’ need. For
Security, the bank employees providing loan services could keep customers’ secrets and would
not disclose any information of the customers. For Creditability, the bank employees providing
loan services wore the bank’s uniform while being on duty or providing services to customers.
For Tangibility, the name and the logo of Kasikorn Bank PCL were well-known and easy to
recognize. For Competence, the bank employees providing loan services were knowledgeable in
related areas such as calculating the loan interest, preparing documents to apply for home loans,
assessing the credit amount for home loans, etc. For Communication, the bank employees
providing loan services gave correct and clear information regarding the services. For
Understanding/Knowing Customer, the bank employees providing loan services understood what
the customers wanted from the first time they applied for home loan service. For Courtesy, the
bank employees providing loan services had good manner with customers. For Accessibility, the
employees were flexible; for example, if the documents were incomplete, the employees could
start the process applying for the loan while the customers could bring in the missing documents

later.



