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Guidelines for The Development of Service Quality in
the Service Counter, Krung Thai Bank,

Kuchinarai Branch, Kalasin Province
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ABSTRACT
The objectives of this study were to investigate expectations,
perceptions of service quality and to suggest ways to improve service quality
of Krung Thai Bank , Kuchinarai Branch, Kalasin Province. Questionnaires
with 22 items based on the concept of “SERVQUAL” with five levels of scale
were completed by a sample of 390 people. T— test statistics was used to

measure the difference between the expectations and perceptions of the service
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quality. The study found that customers were female 73.1% , age between
40-60 years old 42.1%, secondary education level 50.5%, individual
customers 83.3%, organization customers mostly governmental organization
6.7%, staff position 7.4, company with registered capital, mainly from
10,000,000 baht 7.7% . For the individual customers mostly were government
officer 43.6 %, average monthly income 15000-20 000 baht 29.5%,
decided to use services by themselves 75.9%, self-influenced service using
64.1%, used deposit / withdrawal / transfer money services 33.1%, used
uncertain services 47.29%, most used service time at 13.00 PM - 16.30 PM
38.2%, used ATM / automatic service 66.2 %, and the reason for using the
service because most famous bank 20.2 %. The difference between the
expectation and the perception of service quality of the bank, the study found
the expectation was over perceived customer dissatisfaction in the service
quality of banks in five aspects ; for the services : the expectation 4.66% , the
perception 4.16% , for the trust : the expectation 4.54, the perception 4.12
%., for the response to customer : the expectation 4.28% , the perception
4.20%, for providing customers with confidence : the expectation 4.25, the
perception 4.26 and for the recognition and understanding customer: the
expectation 4.40%, the perception 4.19%. In order to improve service
quality, the study suggested to set up five projects as follows; Upgrading
machines for ATM, Cash Deposit, and Passbook Update Project, Knowledge
Management Project, Service Improvement Project, Building Relationship

Between Employees Project and Customer Relationship Management Project.
Keyword: Expectations, Perceptions, Service Quality
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