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58930160: MAJOR: PUBLIC AND PRIVATE MANAGEMENT; M.P.A.
(PUBLIC AND PRIVATE MANAGEMENT)
KEYWORDS: QUALITY OF SERVICE/ KRUNG THAI BANK, LEAM CHANBANG CITY/
CHONBURI PROVINCE
ANONGNIT SOM-IN: QUALITY OF SERVICE PROVIDED BY KRUNG THAI
BANK, LEAM CHABANK BRANCH. ADVISOR: SUNEE HONGWISET, Ph.D. 79 P. 2017.

The purpose of this study was to examine the opinions of service users towards the
quality of service provided by Krung Thai Bank, Leam Chanbang branch. Also, this study
intended to investigate the behavior of service users at Krung Thai Bank, this study compared the
level of user opinions towards the bank services as classified. The instrument used to collect the
data was a questionnaire, completed by 370 subjects. The statistical tests used to analyze the
collected data included frequency, percentage, means, standard deviation, t-test, and One-way
ANOVA. The test of Scheffe was also administered to test the differences between pairs with a
pre-set of significant level at .05.

The results of the study revealed that the subjects rated the quality of service provided
by Krung Thai Bank, Leam Chanbang branch at a very good level. When considering each aspect,
the one in relation to physical aspect was rated at the highest level, followed by the aspects of
reliability, and dependability of the bank, respectively. Regarding the behavior of bank users, it
was shown that the majority of them were company employees, earning 20,001-30,000 baht per
month, They usually came for bank service on Monday on a monthly basis. In addition, based on
the results from the comparisons, there were statistically significant differences in the level of
opinions towards the quality of service provided by Krung Thai Bank, Leam Chanbang branch
among the bank users who had different educational level, amount of monthly income, type of
service used, and frequency of the use of bank service at a significant level at .05. Finally, no
statistically significant differences were found in the level of opinions towards the quality of
service provided by Krung Thai Bank, Leam Chanbang branch among the bank users who had

different occupation and time of the day for using bank service.
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