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Abstract

The objectives of this study were (1) to study the levels of service quality
of Siam Commercial Bank Public Company Limited, Big C Ratanathibet 2 branch,
Nonthaburi province; and (2) to compare the levels of service quality of Siam
Commercial Bank Public Company Limited, Big C Ratanathibet 2 branch,
Nonthaburi province with the personal and department factors.

The study was a survey research. The population consisted of 7,693
customers received the services at Siam Commercial Bank Public Company Limited,
Big C Ratanathibet 2 branch, Nonthaburi province. The samples were 380 customers
selected by using Yamane’s formula and systematic random sampling method. The
questionnaire with Likert’s scale and 0.847 confidence value was used for data
collection. The data was analyzed by using frequency, percentage, mean, standard
deviation, t-Test, and one-way ANOVA.

The results showed that (1) overall the levels of service quality of Siam
Commercial Bank Public Company Limited, Big C Ratanathibet 2 branch,
Nonthaburi province was at high level. The politeness and courtesy aspect was at the
highest average, and the ability, trustworthiness, and communication aspects were at
high average respectively; and (2) overall the customers with different gender, age,
occupation, and income of Siam Commercial Bank Public Company Limited, Big C
Ratanathibet 2 branch, Nonthaburi province received the different service quality at
the statistically significant 0.05 level. Moreover, different departments also provided
different services.

Keywords: quality, service, Siam Commercial Bank Public Company Limited,
Big C Ratanathibet 2 branch
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Ha1l31nYAIN1I1e

d' =1 Y a a 4 g =
M13190 4.13 mafFeudisuguninlumsliusmsvessuins Inewiaiyd eranind

fauBiwed 2 Sandauuny Suuname

e
aamulumsliuims e TN t P
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10. udiiannsoduda 1@z msi 3.70 0.51 3.86 0.67 -2.59 0.01
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NN 4.14 (AD)
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