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ABSTRACT

The study of Customer Satisfaction Towards Service Quality of Bangkok Bank Public
Company Limited, Pai Branch, Mae Hong Son Province aimed at studying the customer
satisfaction towards service quality of Bangkok Bank Public Company Limited, Pai Branch, Mae
Hong Son Province. The data were collected from 380 cases of customers. The data were then
analyzed by using descriptive statistics including frequency, percentage and mean.

The study found that most respondents were married female, 31-40 years of age, with
highest educational level of bachelor's degree or equivalent, professional employees of private
companies, with monthly income of 20,001 to 30,000 Baht, with once or twice visits a month for
Money withdrawal and having been a customer for 3 to 4 years.

The study found that respondents had high expectation in tangibles and had moderate
expectations in reliability and trust, compassion and care for clients, customer responsiveness and
assurance and confidence in the bank. Respondents were satisfied at the highest level with
tangible and at high level with reliability and trust, compassion and care for clients, assurance and
confidence in the bank, customer responsiveness. The respondents were satisfied with those
factors more than they expected.

For tangible factor, the highest expectation was for the environments of the bank which
were well taken care of, clean and safe and the highest satisfaction was with the modern

technologies such as ATM machine, cash deposit machine and pass book updater.



For reliability factor, the highest expectation was for up-to-standard services from
employees and the highest satisfaction was with accurate services.

For assurance factor, the highest expectation were for the confident look and the
confidence in giving services of employees and the highest satisfaction were with the same ones
with the highest expectation.

For responsiveness factor, the highest expectation was for speedy services without delay
or denial and the highest satisfaction was with many services offered as demand.

For empathy factor, the highest expectation was for the suggestion box and the highest

satisfaction were with working hours from 09.00 to 17.00 and the suggestion box.



