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ABSTRACT

This study aimed at exploring service recipient satisfaction towards service quality
of Electric Maintenance Service Center, Kasikornbank Public Company Limited in Bangkok.
Samplings were specified to 360 branch managers or branch assistant managers of the studied
bank. Questionnaires were used as a tool to collect data; then, all obtained data were analyzed by
the descriptive statistics, consisting of frequency, percentages, and means.

The findings showed that most service recipients were 41-50 year-of-age females
with Bachelor’s degree. They had been working at Kasikornbank Public Company Limited for
more than 15 years and their current position was the branch assistant manager. They had worked
at the current branch for 1-5 years. They were acting as the branch assistant manager. Location
of the bank where those recipients asked for the services from Electric Maintenance Service
Center was found in form of rental renovated row house. Type of regular service that they
requested from the center was to set up electric boards (bill board, blade sign, fasia and roof sign);
while type of additional service that they specially requested was to set up the electric light

system.



The results of study on service quality components of the center showed that the
respondents averagely marked all following components at high level of importance: assurance as
equal as responsiveness, tangibility, reliability, and empathy, accordingly.

According to the study on service recipient satisfaction, the respondents marked the
highest importance to sub-components as follows. In terms of reliability, the highest importance
was the immediate performance of operators as needed. In terms of assurance, the highest
importance was the polite and friendly manners of operators. In terms of tangibility, the highest
importance was the installation of electric system in according to the engineering standard. In
terms of empathy, the highest importance was the good attention to comments and suggestions for
further development of operators. In terms of responsiveness, the highest importance was the
rapidity in providing services of operators.

The results of study on service quality components of the center showed that the
respondents averagely ranked their satisfactions to all following components at high level:
reliability, responsiveness, assurance, tangibility, and empathy, accordingly.

According to the study on service recipient satisfaction, the respondents ranked the
highest satisfaction to sub-components as follows. In terms of reliability, the highest satisfaction
was the competence of operators to work with all tools. In terms of assurance, the highest
satisfaction was the operators who could assure recipient to get tasks completed and to feel safe
when they performed tasks. In terms of tangibility, the highest satisfaction was the installation of
electric system in according to the engineering standard. In terms of empathy, the highest
satisfaction was the regularity in paying attention and taking care of electric system. In terms of
responsiveness, the highest satisfaction was the full will of operators to immediate audit and

repair the electric system in case of that the system did not work properly.



