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Service Quality of the Bangkok Bank Public Company Limited : A Comparative

Study of Pratoonam Pra-In and Nawanakorn Branches.

Pakjira Barnpien

Abstract

The purposes of this research were to study the level of service quality, and to
compare service quality of the Bangkok Bank Public Company Limited classified
by individual factors and the branches of the services. The population consisted of
1,047,500 customers who used the services at Navanakormn and Pratunam Phra-ln branches.
The accidentel sampling was used to select the sample of 400 customers. Data was collected
through the questionnaire which was concerned with the individual factors and the quality of the
service. Statistical tools for data analysis included percentage, mean, standard deviation, t-test,
one-way ANOVA, and Scheffé test at the significant levels of .05 and .01. As far as the individual
characteristics were concerned, the majority of the sample group were
female, aged between 25 and 35 years old, held below a bachelor’s degree, employed in the
company or private sectors, and the average income per month ranging from 10,001 to 25,000
baht. Overall, service quality of the Bangkok Bank Public Company Limited at Navanakorn and
Pratunam Phra-In branches was quite at a high level. The credibility and reliability aspects of the
service quality at the above branches were highest, while the tangibility of service quality was
lowest. Different individuals in terms of sex, average income per month, and service access
assessed a different over all level of service quality. It was also revealed that there was
significant difference of  service quality in terms of tangibility, credibility, reliability,
responsiveness, and assurance at the level of .05. There was significant difference of service
quality in terms of empathy with each customer at the level of .01. Overall, as well as each and
every aspect of service quality, the Navanakorn branch delivered a higher level of service

quality than the Pratunam Phra-In branch.

Key words : Service quality , Bangkok Bank Public Company Limited
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