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ABSTRACT

The purpose of this research aims for:

1. For discover the factor of demography that effecting to financial transactions of service bank
branches.

2. To study the effect of service quality on loyalty of customer service bank branches.

3. To study the service guidelines of the bank branches that effect customer loyalty.
The samples of this were used as a tool to collect data from 405 respondents, questionnaire was used. Who
were the customers of 3 branches of Kasikornthai bank in Sukhothai provinces is Sukhothai branch, Big C
branch and Sawankholok branch.
The researcher used descriptive statistics which included Frequency, percentage, mean, Standard deviation
to describe the data, T-test, One way ANOVA and multiple regression analysis.

The results showed that;

1. The findings revealed that most respondents were female between the age of 30-40 years old.
The salaries were between 5001-20,000 baht. The participants mostly worked in government and state
enterprise sections and them reportedly using the service of bank is deposits, withdraw and money
transfer.

2. Overall of the Factors of service quality of Kasikornthai bank in Sukhothai province. The
service quality has average at high level and Assurance side had highest value and responsiveness had

least level value.



3. An overview of the loyalty of Kasikornthai bank users in the Sukhothai province, they have
opinions at the highest level.

4. The hypothesis testing found that:

(1) The general information factor of the respondents were gender, age, income, salaries and
Service usage types. It’s does not affect the loyalty of Kasikornthai bank users in Sukhothai province.

(2) The statistical results indicate of service quality in Response, Assurance, Reliability and
Tangibility affect customer satisfaction in at .05 significant level with Assurance has regression
coefficient (Beta= 0.287) and employees service quality affect the customer loyalty of Kasikornthai bank

has multiple regression = .701 (70.1%)
Keywords: Service Quality, Customer Loyalty
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