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57930175: MAIJOR: PUBLIC AND PRIVATE MANAGEMENT; M.P.A.
(PUBLIC AND PRIVATE MANAGEMENT)
KEYWORDS: GUIDELINES FOR IMPROVING QUALITY OF SERVICE/ QUALITY
OF SERVICE
SUNISA NOPPONKRANG: GUIDELINES FOR IMPROVING QUALITY OF
SERVICE GIVEN BY KRUNGTHAI BANK, LAEMTONG BANGSAEN BRANCH,

CHONBURI PROVINCE. ADVISOR: SUNEE HONGWISET, Ph.D., 86 P. 2016.

The purpose of this study was to examine guidelines for improving quality of service
offered by Krungthai bank, Laemtong Bangsaen branch in Chonburi Province. The subjects
participating in this study were 364 customers of Krungthai bank, Laemtong Bangsaen branch.
The instrument used to collect the data was a questionnaire with a 5-rating scale. The statistical
tests used to analyze the collected data included frequency, percentage, means, and standard
deviation.

The results of this study were as follows:

1. It was found that the bank customers agreed at the highest level with quality of
service offered by Krungthai bank. Specifically, when considering each aspect of quality of
service, the one in relation to responsiveness which involved giving continuous and prompt
service was rated the highest. The followed quality of service rated by the subjects was the one
relating to assurance and empathy which involved the staff’s friendliness and warmth, showing
good human relationship and eagerness to serve. The two next qualities of service that were rated
by the subjects were the quality of tangibles which was related to being located in a shopping mall
which was considered a good and appropriate location, and the quality of reliability which
involved having good management and placing an importance on giving good service to bank
customers.

2. The guidelines for improving quality of service offered by Krungthai bank,
Laemtong Bangsaen branch in Chonburi Province comprised the components of quality of service

relating to reliability, assurance, empathy, responsiveness, and tangibles, respectively.
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