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Dusadee Kasemmongkol. (2013). Satisfaction of Working Adults Toward Services of Kasikornbank
Public Company Limited (PCL): Case Study of Service and Sales District 6, Bangkok.
Master thesis, M.E.D (Adult Education). Bangkok: Graduate School, Srinakharinwirot
University. Advisor Committee: Lecturer Dr. Wutani Rojsomrith, Assoc. Prof.

Dr. Sauwanee Lewan.

The aim of this research is to study the level of satisfaction of working adults toward the
services provided by Kasikornbank Public Company Limited (PCL). This study examines 4 areas:
Service; Service Staff; Electronic Banking; and Environmental Conditions in the Bank. In order to
compare the level of satisfaction of working adults toward the services provided by Kasikornbank Public
Company Limited (PCL) — according to the variables of age, sex, marital status, level of education,
profession, length of time as a customer of the bank, and income group — a sample group of 369
customers of Kasikornbank Public Company Limited (PCL), Service and Sales District 6, Bangkok, was
divided into 3 income groups for Stratified Random Sampling with each group comprising 123 persons.
Convenience Sampling was used in the distribution of questionnaires as research tools. Statistical tools
for data analysis are Frequency, Percentage, Mean, and Standard Deviation. The hypothesis was tested
with the T-test and the F-value where differences were statistically significant. Pairs were tested using
the Scheffe method.

Summary of Research Findings

1. More customers were female than male. The age group between 41-55 years was
the largest. A majority of customers were married, rather than single. In addition, it was found that most
costumers had a bachelor’s degree level of education, employees of private companies had been bank
customers for more than 5 years, and had an income ranging from 15,000 to 100,00 baht.

2. Inrespect to Electronic Banking, it was found that a majority of customers use ATM
machines the most. In addition, customers had a high level of satisfaction with Kasikornbank Public
Company Limited (PCL), Service and Sales District 6. Overall, customers were most satisfied with
Service, followed by Service Staff, and least satisfied with Environmental Conditions of the Bank.

3. In respect to testing the hypothesis, the findings the customers with different ages,
occupation and salary had satisfaction with the services of the staff of Kasikornbank Public was

statistical significant difference at 0.5. But the customers with different gender, ages, marital status and



the duration of using the services of Kasikornbank Public had satisfaction with the services of
Kasikornbank Public in general and each aspects was not statistical significant difference.
4. Recommendations about the study of Satisfaction of Working Adults Toward

Services of Kasikornbank Public Company Limited (PCL): Case Study of Service and Sales District 6,
Bangkok. The findings are:

4.1 Service: Develop strategies to promote more usage of services by customers;

4.2 Service Staff: Increase the number of service staff during peak banking hours;

4.3 Electronic Banking: Internet services should make banking convenient, not
difficult, for faster service;

4.4 Environmental Conditions in the Bank: Design building interior and exterior to

appear more orderly, more roomy, and uncluttered.
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a4 10Cc = 1.0+1.0+1.0+0.84+0.8+04+1.0+0.24+04+0.8+1.0+0.6+0.4+0.6
10

62
10

= 0.62

a5u vuudni 11414

RELTABILITY ANALYSIS - SCALE (ALPHA)

MUMSUINMS
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item

Deleted Deleted Correlation  Deleted

Al 30.5333 27.5678 7733 .8071
A2 30.8000 27.4759 5819 .8256
A3 30.4667 30.3264 4609 .8358
A4 30.5667 27.9092 .6970 8137
AS 30.3333 31.2644 4270 .8382
A6 30.6333 30.5161 5017 .8323
A7 31.0000 26.4828 .6371 .8196
A8 30.9333 31.0989 3077 8521
A9 30.4333 31.1506 4967 .8333
Al0 30.6000 30.3172 .6040 .8255

Reliability Coefticients

N of Cases= 30.0 N of Items = 10

Alpha= .8433
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1'% 2 a2

% d' 4
AMURTIHIN %l‘i"i‘iJ N3
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Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item

Deleted Deleted Correlation  Deleted

All 30.8333 36.6954 7591 9135
Al2 30.9333 36.6161 7917 9120
Al3 30.8667 36.8782 7786 9129
Al4 30.9333 37.4437 7473 9147
Al5 31.3333 40.0920 3918 9309
Al6 31.1667 38.0057 6722 9180
Al7 31.2000 34.7862 7418 9142
Al8 31.3333 349195 7549 9133
Al19 31.2667 33.0299 .8253 .9093
A20 31.2333 35.2885 .6987 9169

Reliability Coefficients

N of Cases= 30.0 N of Items = 10

Alpha= .9236
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Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item

Deleted Deleted Correlation  Deleted

A21 31.1000 36.0931 758 9197
A22 31.0000 35.3793 .8585 9148
A23 31.0333 37.5506 7232 9224
A24 31.0333 36.5851 .8237 9171
A25 31.0667 35.7195 9267 9116
A26 30.9667 36.5161 8167 9174
A27 30.9667 35.4816 .8820 9135
A28 30.6333 39.75%3 .5693 .9298
A29 30.6333 41.0678 4315 .9360
A30 30.5667 42.1161 .3989 9361

Reliability Coefficients

N of Cases= 30.0 N of Items = 10

Alpha= .9296
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Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item

Deleted Deleted Correlation  Deleted

A31 31.4333 20.8747 .6548 71979
A32 31.6333 21.6195 5103 .8134
A33 31.4000 22.1793 5972 .8061
A34 31.5667 20.1161 .6435 7981
A35 31.7667 22.1851 5170 8125
A36 31.7333 21.3057 .6394 .8003
A37 31.5667 23.5644 2846 .8361
A38 31.5333 23.8437 2954 .8329
A39 31.5000 22.6034 5131 .8133
A40 31.4667 21.9816 5297 8112

Reliability Coefficients

N of Cases= 30.0 N of Items = 10

Alpha= 8283
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Al
A2
A3
A4
A5
A6
A7
A8
A9
Al0
All
Al2
Al3
Al4
Al5
Al6
Al7
Al8
A19
A20
A21
A22
A23
A24

A25

Scale
Mean
if [tem
Deleted
134.5000
134.7667
134.4333
134.5333
134.3000
134.6000
134.9667
134.9000
134.4000
134.5667
134.2667
134.3667
134.3000
134.3667
134.7667
134.6000
134.6333
134.7667
134.7000
134.6667
134.7667
134.6667
134.7000
134.7000

134.7333

Scale Corrected
Variance Item-
if Item Total
Deleted  Correlation
375.0862 .5864
378.4609 3758
372.5299 .6640
376.1885 .5303
381.7345 4503
378.9379 .5286
377.6195 3748
382.0931 .3280
378.9379 .5990
376.3230 .6902
374.1333 gel=l-2;
375.6885 .6769
376.0793 .6776
378.2402 .6294
385.3575 3419
378.8690 .6015
365.2057 .7890
364.8747 .8225
361.5276 .8133
366.0920 7692
366.5299 7762
365.6092 8131
376.4241 5628
373.3897 .6547
371.7885 7108

Alpha

if Item

Deleted
9452
.9473
.9447
.9457
9462
.9457
9474
9474
9453
.9447
.9445
.9448
.9448
9451
.9468
.9453
9436
9433
9433
9437
9437
9434
.9454
.9448
.9444

151



152

Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item

Deleted Deleted Correlation  Deleted

A26 134.6333 375.5506 .5799 .9453
A27 134.6333 370.3782 7030 .9443
A28 1343000  377.5966 5868 .9453
A29 134.3000  378.9759 5412 .9456
A30 134.2333 381.1506 .5558 .9456
A3l 1343667  373.6885 .6672 .9447
A32 134.5667  377.7023 5112 9458
A33 134.3333 382.1609 4919 .9459
A34 134.5000  374.8103 .5460 .9456
A35 1347000  388.2172 .2395 9475
A36 134.6667  381.2644 4608 9461
A37 134.5000  396.5345  -.0272 .9494
A38 134.4667  396.5333 -.0256 9491
A39 134.4333 393.2885 .0875 9483
A40 134.4000  385.9724 3037 9471

Reliability Coefficients

N of Cases= 30.0 N of Items = 40

Alpha= 9469
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