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ABSTRACT

The purposes of this study were: 1) to investigate opinion on marketing strategy, customer relationship
management and satisfaction of customers of Kasikorn Bank in Lampang province, and 2) to examine marketing
strategy and customer relationship management which had influence on satisfaction of customers of Kasikorn
Bank in Lampang province. A sample was 400 customers of Kasikorn Bank who went to receive service at each
branch in Lampang province. The study was a survey research. The instrument used was a questionnaire. The
descriptive statistics of percentage, mean and standard deviation were employed. The structural equation model
was analyzed using PLS-Graph.

The findings were as follows. 1) Most of the customers who went to receive service at each branch in
Lampang province were female; had their age in the 31-40 age range; were a bachelor’s degree graduate; had

their occupation as an employee of a private company; and had a personal income of 15,001-20,000 baht per
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month. The most popular branch for them was that on Chat Chai road. Times in receiving service from the Bank

in average were 1 or 2 times per month. Their purposes of visits were to make a deposit, withdraw and transfer

money. The length of time being customers was 1 or 2 years. Their overall opinion on marketing strategy,

customer relationship management and customer satisfaction was at high level. 2) From the analysis of structural

equation model, it was found that marketing strategy had the highest direct influence on customer relationship

management. The next lower ranking level was that marketing strategy had a direct influence on satisfaction. And

the last lower level was that customer relationship management had a direct influence on satisfaction.

Keywords : Marketing Strategy / Customer Relationship Management / Satisfaction / Kasikorn Bank
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