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ABSTRACT

This independent study aimed to explore customer satisfaction towards service
quality of Krungsri Ayudhaya Bank Public Company Limited, Khlong Khru, Samut Sakhon sub-
branch. Data was gathered by questionnaires distributed to 393 customers of the specified branch
of Krungsri Ayudhaya Bank Public Company Limited. Then, all given data were analyzed by the
descriptive statistics: composing of frequency, percentage, mean, standard deviation and the
inferential statistics: composing of t-Test and One-way ANOVA. Here below were shown the
findings of this study.

For Tangibles factor, the highest expectation was mentioned to the sub-factor of the
appearance of officers in polite and neat outfit and this sub-factor was also ranked as the highest
satisfaction that the respondents got from their actual perception. However, their highest
dissatisfaction was ranked to the clarity and simplicity which should be found in service
introduction documents and information of deposit/credit service and other services. In the overall
view, it could be concluded that the respondents were satisfied with this factor.

For Reliability, the highest expectation was mentioned to the honesty of
officers in keeping customer’s personal data confidential and using them to serve customers

properly and this sub-factor was also ranked as the highest satisfaction that the respondents got



from their actual perception. However, their highest dissatisfaction was ranked to the number of
officers which should be sufficient to provide services to customers as well as to avoid the hurry
serving. In the overall view, it could be concluded that the respondents did not satisfy with this
factor.

For Assurance factor, the highest expectation was mentioned to the friendly and
polite services as provided by the officers and this sub-factor was also ranked as the highest
satisfaction that the respondents got from their actual perception. However, their highest
dissatisfaction was ranked to the knowledge and ability in providing service information:
deposit/credit/ and other services of the officers that the officers should have. In the overall view,
it could be concluded that the respondents did not satisfy with this factor.

For Responsiveness factor, the highest expectation was found through the officers.
speed in providing services In the meanwhile, the highest satisfaction that the respondents got
from their actual perception was the system speed to serve customers the deposit, credit, and
other services. However, their highest dissatisfaction was ranked to the officers speed in
providing services. In the overall view, it could be concluded that the respondents did not satisfy
with this factor.

For Empathy factor, the highest expectation was found through the explicit
understandings of the officers to customer’s specific needs. In the meanwhile, the highest
satisfaction that the respondents got from their actual perception was the appropriate working
hours which were fit to the customers’ s convenience. However, their highest dissatisfaction was
ranked to the assistance of the officers which should be found in an event of having any
complaints to be submitted or urgency cases occurred. In the overall view, it could be concluded

that the respondents did not satisfy with this factor.



