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ABSTRACT

The research on the study of customer satisfaction using the Kplus Application of Kasikornbank
Public Company Limited aims to study the service quality factors affecting the satisfaction of users of
the Kplus Application of Kasikornbank Public Company Limited. The sample group consists of 300
people using the Simple Random Sampling method. The tool used to collect data is a questionnaire via
Google Form. The data is analyzed using the IBM SPSS Statistics computer program to find the

frequency, percentage, standard deviation, and multiple regression equation.

The research results by selecting the customer group of Kasikornbank found that the customer
group of Kasikornbank Group is mostly small business customers, 119 people, or 39.66%, followed by
the customer group of medium and small business customers, 87 people, or 29%, and the next largest
customer group is the corporate banking group, 60 people, or 20%, and the corporate banking
customers, 34 people, or 11.33%. The research results also found that the level of opinions on the

quality of service and the level of satisfaction of the users of the Kplus Application of Kasikornbank



Public Company Limited, overall, were at a high level (x = 4.648 S.D. = 0.521 and x = 4.672 S.D. =

0.511, respectively.

The hypothesis testing results found that the service quality factor significantly affected the
satisfaction factor of the Kplus Application users of Kasikornbank Public Company Limited at a statistical

level of 0.01.

The coefficient of prediction (R*2) was 0.674, indicating that the independent variable, service quality,
affected the dependent variable, satisfaction of the Kplus Application users of Kasikornbank Public
Company Limited, by 67.40 percent. When considering each aspect, there were 5 aspects: trust or
reliability, tangible things, customer response, confidence, and emotional access, which affected the

satisfaction of the Kplus Application users of Kasikornbank Public Company Limited.

Keywords: service quality factors, satisfaction, Kasikornbank Application
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