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ABSTRACT

This research had the objectives: 1. To study the travel routes of consumers who use the service of Kasikom
Bank, Bang Bon Branch; 2. To study the satisfaction of consumers who use the service of Kasikom Bank, Bang Bon

Branch.

The results showed that the touchpoints that customers come to use with the organization were divided into 4
types: 1. Customers conductig; dfeposit, withdrawal, and transler transactions; 2. Account opening customers; 3. Fund
transactions; and 4. Loan transaction. Customers used the transaction touchpoints; 1 . Dharma customers, deposit,
withdraw and transfer transactions are dissalis{ied at end and the beginning of the month due (o the large number of
customers who makes transactions and spending more time waiting in the queues; 2. Customers who open an account and
fund transactions are satisticd because customers understand the process. and transaction process; 3. Customers arc
satisticd with credit transactions depending on the timeliness the credit department approve or accepting a loan
application duc to the time factor involved because customers who apply tor loans have different needs, such as wanting
to buy a car, want to buy a housc, or a business turnover. ctc. It was concluded that customers who come to usc the

scrvice at Kasikom Bank Bang Bon branch arc satisticd with the service.

Keywords: customer journcy, customer journcy map, kasikom bank
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