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ABSTRACT

Service quality research of Krungthai bank tesco lotus phitsanulok thathong branch is
intended to study (1)Study the service usage behavior of Krungthai bank customers tesco lotus
phitsanulok thathong branch (2)Study the service quality of Krung Thai Bank. Tesco lotus
phitsanulok thathong branch, according to customer reviews. (3) Compare opinions about the
service quality of KrungThai bank. Tesco lotus phitsanulok Thathong branch. According to
personal factors of customers. Is a quantitative research The exact population is unknown. In
this randomized sampling, the sample is called convenient sampling and the number of
samples using the financial transaction service of Krungthai bank tesco lotus phitsanulok tha
thong branch. Resulting in a sample of 400 people selected by sampling the research
instruments were. Questionnaire, statistics used in research Include Distribution, frequency,
percentage, mean, standard deviation, statistics, t value (t-test) and one-way variance testing

statistics (One-way ANOVA).

The results of the research showed that most of the respondents are female. Between
21-37 years old Bachelor's degree Have a career in a government agency State enterprise
employees most monthly income 20,001 - 30,000 baht. Have behavior of using Krung Thai
Bank services Tesco Lotus Phitsanulok ThaThong branch, mainly used for deposit-withdraw
services and pay service fees. There are frequency of use 2-3 times a month, most use the

service from Monday to Friday between 12.01 - 14.00 hrs.

The level of opinions of respondents regarding service quality of Krung Thai Bank tesco
lotus phitsanulok thathong Branch. The overview is at a high level. In which most respondents

place importance on customer responses (Responsiveness) Is no. 1. Followed by the concrete



aspects of the service (Tangibility). In providing customers with confidence (Assurance). In

knowing and understanding customers (Empathy). And in terms of reliability (Reliability) Last.

From the hypothesis test personal factors and service quality of Krung Thai Bank Tesco
Lotus Phitsanulok Thathong Branch found that personal factors do not correlate with service
quality of Krung Thai Bank tesco lotus phitsanulok thathong branch. Due to the service of
Krung thai Bank tesco Lotus Phitsanulok thathong branch, does not choose to serve specific

customers. But serve all customers equally and equally.

Keywords : Service behavior , User , Service quality
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