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ABSTRACT

The purpose of this research was to study customer satisfaction toward kasikorn thai
bank home loan customer service in Bangkok. It was done by the technique of using
questionnaire to ask the customers. The total samples were 356 persons, who already signed
contract with kasikorn thai bank home loan. The level of reliability for this study result was
0.9328. Statistical method used for calculating surveyed data were percentage, arithmetic mean
and standard deviation and hypothesis test which are t-test and F-test .

The results of this study shown as follow:

1. The study found that the majority of this data was male which are 181 samples or
50.8 % . Customers age are ranged between 34 - 47 years old from 198 samples or 55.60%.
Marital customers are 201 samples or 56.6%. Customers with two dependants are 136 samples or
38.20%. Bachelor’s degree are 166 samples or 46.60%. The business owner are 164 samples or
46.10% . Revenues are between 10,000 — 50,000 bath from 175 samples or 49.20%. Customer
whose loan purpose is to purchase town house are 130 samples or 36.50%.

2. The results from this analysis study of 5 satisfaction categories toward the kasikorn
thai bank home Loans customer service in Bangkok shown that the average value of overall
satisfaction are at 3.77. The most satisfied service is kasikorn thai bank consistency service

among customers which are averaged at 3.97 points followed by a timely manner service with



mean of 3.86 points , an adequate of service with mean of 3.73 points. Finally, a continuous
service and advance in customer service are at the same level in 3.71 points.

3. From the hypothesis test, the study found that the same satisfaction could found in
the group of kasikorn thai bank’s customers who have the correlation factors in sex, marital status
and loans purpose. Although, in the other group of customers who have the correlation factors in
age, number of dependants, education, occupation and revenue , the satisfaction of this group is
different. Last but not least, the statistical level of both groups on the satisfaction of h kasikorn

thai bank home loans could shown in the same level at .05 points.
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