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Building Impression of Customers of Krungthai Bank, Chokchai Branch,
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Abstract

This research aims to study on service quality factors affecting to building impression of
customers of Krungthai Bank, Chokchai Branch, Nakhon Ratchasima Province. The sample
group was 400 customers who used services of Krungthai Bank, Chokchai Branch, Nakhon
Ratchasima Province. Questionnaire was used as the research tool for collecting data and
statistics used for data analysis were frequency, percentage, mean, Standard Deviation, and
Pearson’s Product Moment Correlation Coefficient.

The results obtained from data analysis could be concluded as follows. Most customers
of Krungthai Bank, Chokchai Branch, Nakhon Ratchasima Province were females with the age
ranged from 31-40 years. They were single and graduated in Bachelor. Most of them worked as
government/state enterprise officers with the monthly income of 10,001 — 20,000 baht. For
opinion level on service quality factors affecting to building impression of customers of
Krungthai Bank, Chokchai Branch, Nakhon Ratchasima Province, it was found that most
customers had the highest level of opinion on reliability (X = 4.45, SD = .456), making
customers feel confident (X = 4.43, SD = .476), responding to customers (X = 4.38, SD = .524),
understanding and acknowledgement on customers (X = 4.36, SD = .586), and concreteness of
services providing (X = 4.36, SD = .481), respectively.

From the results of hypothesis testing that factors on service quality had the
relationship with building impression of customers of Krungthai Bank, Chokchai Branch, Nakhon
Ratchasima Province, it was found that there were 5 factors on service quality including
concreteness of services providing, reliability, responding to customers, making customers feel
confident, understanding and acknowledgement on customers had statistical relationship with
building impression of customers of Krungthai Bank, Chokechai Branch, Nakhon Ratchasima

Province with statistical significance at 0.05.
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