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ABSTRACT

The purposes of this research are (1) to study the influences of the bank’s service
quality reflecting customers’ satisfaction, (2) to study the influences of the marketing mix
strategy on customers’ satisfaction, and (3) to study the influences of customer’s satisfaction
affecting the trend of becoming return customers. The scope of this research is the branches of
Krungthai Bank in Chiang-Rai Province.
The sample population consisted of 400 bank customer who visits Krungthai Bank’s
branches in Chiang-Rai province. The analysis showed the following results.
The customers under study revealed that the factors of service quality reflecting the
satisfaction on bank’s physical property, creditability, and servicing speed was at high level
1) The customers revealed that the quality factors of marketing mix strategy
reflecting the satisfaction on bank’s services, fee, service distribution, marketing promotion,
personnel, and working procedure was at high level
2) There were two factors which can be used to forecast the customer’s
satisfaction of Krungthai Bank in Chiang-Rai province. The first one was bank’s service quality
which improved bank’s creditability. The second factor was the satisfaction on bank’s marketing

mix strategy in terms of service, marketing promotion, personnel, and working procedure.

Keywords: Service Quality, Marketing Mix Strategy, Satisfaction, Krungthai Bank
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