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Independent Study title: Service Quality of TMB Bank Public Company Limited at
Bang Bua Branch
Author: Mrs. Yasumin Jindaprakai; ID: 2583003286; Degree: Master of Business Administration;
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Abstract

The objectives of this study were: (1) to study service quality level of TMB Bank
Public Company Limited at Bang Bua Branch (2) to compare service quality level of TMB Bank
Public Company Limited at Bang Bua Branch classified by personal factors; and (3) to recommend
regarding service quality level of TMB Bank Public Company Limited at Bang Bua Branch.

This study was a survey research. Population was unknown exact number of general
people who were customers of TMB Bank Public Company Limited at Bang Bua Branch and
determined the sample size by Cochran's formula and obtained 400 samples with accidental
sampling. Research instrument employed a questionnaire. Statistics for data analysis comprised of
percentage, mean, standard deviation, T-test, F-test, one-way ANOVA and Least Significant
Difference (LSD) test.

The findings of this study revealed that: (1) an overview image of service quality level
of TMB Bank Public Company Limited, Bang Bua Branch was at high level. Considered each
aspect, it was found that the trustworthiness aspect was at the highest mean, followed by reliability
in the service, respectively (2) the differences of personal factors in terms of gender, age, educational
background, career and average income of general people who were customers of TMB Bank
Public Company Limited at Bang Bua Branch showed no different levels of satisfaction towards
service quality; and (3) recommendations regarding service quality level of TMB Bank Public
Company Limited at Bang Bua Branch were there should prepare data or be ready in clearly and
precisely answering the questions, increasing job knowledge, skills and expertise and fast and

amiable servicing.

Keywords: Service quality, TMB bank Public Company Limited at Bang Bua Branch
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Scale Mean

Scale Variance Corrected Item-

Cronbach's Alpha

Item
if Item Deleted if Item Deleted Total Correlation if Item Deleted
Al 107.833 361.316 0.723 0.980
A2 107.967 365.620 0.807 0.980
A3 107.833 361.316 0.723 0.980
B1 107.833 368.351 0.690 0.980
B2 107.967 365.620 0.807 0.980
B3 107.467 356.947 0.919 0.979
Cl1 107.600 381.834 -0.029 0.982
Cc2 107.833 367.247 0.750 0.980
C3 107.967 368.516 0.655 0.980
D1 107.700 364.010 0.660 0.980
D2 107.467 356.947 0.919 0.979
D3 107.700 362.907 0.704 0.980
E1l 107.467 356.947 0.919 0.979
E2 107.567 365.978 0.655 0.980
E3 107.567 342.944 0.872 0.980
F1 107.467 358.326 0.682 0.980
F2 107.200 352.441 0915 0.979
F3 107.433 338.530 0.928 0.979
Gl 107.933 346.961 0.895 0.979
G2 108.333 351.678 0.825 0.980
G3 108.200 347.476 0.792 0.980
HI1 107.933 350.271 0.803 0.980
H2 107.833 341.316 0.962 0.979
H3 107.833 341.316 0.962 0.979
I1 107.600 355.421 0.873 0.979
12 108.067 351.237 0.924 0.979
13 107.967 342.585 0.922 0.979
J1 107.733 356.754 0.772 0.980
J2 107.733 366.547 0.860 0.980
J3 107.500 356.466 0.906 0.979
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