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Independent Study title: Service Quality of Tellers of KASIKORNBANK Public Company
Limited, Lat Lum Kaeo Branch, Pathum Thani Province
Author: Miss Nisa Burapasing; ID: 2533005720; Degree: Master of Business Administration;

Independent Study advisor: Sukumarn Shumnij, Associate Professor; Academic year: 2012

Abstract

The objectives of this study were: (1) to study the service quality levels of tellers of
KASIKORNBANK PCL, Lat Lum Kaeo branch, Pathum Thani province; (2) to compare the
service quality of tellers of KASIKORNBANK PCL, Lat Lum Kaeo branch, Pathum Thani province
classified by the personal factors; and (3) to recommend a guideline to improve the service quality of
tellers of KASIKORNBANK PCL, Lat Lum Kaeo branch, Pathum Thani province.

The study was a survey research. The samples were 149 clients who received the
service from tellers of KASIKORNBANK PCL, Lat Lum Kaeo branch, Pathum Thani province
selected by using random sampling method. Questionnaires were used for data collection. The data
was analyzed by using percentage, mean, standard deviation, t-Test, F-test, and one-way ANOVA.

The results showed that: (1) the service quality perceived by clients was rated at the
highest level on overall and each aspect, except the charges was rated at the high level; (2) the
clients with the same gender, age, income, the highest educational level, marital status, and the
period of receiving service had the same opinion of the service quality. However, the clients with
different occupation had different opinion of the service quality in terms of credibility, charges,
and teamwork; and (3) the guidelines for improving the service quality of tellers of KASIKORNBANK PCL,
Lat Lum Kaeo branch, Pathum Thani province were improving the electronic system; notifying
the redundant fees of bank transfer services; encouraging the tellers’ performance; providing

newspapers; and also providing enough clean and safe car parks.

Keywords: service quality, teller, KASIKORNBANK PCL, Lat Lum Kaeo branch,

Pathum Thani province.
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46-501) 4.07 0.57
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