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Abstract

The objectives of this study were (1) to study the service quality of customers of
a commercial bank in Suphan Buri province (2) to study demographic factors that affect
the quality of service of customers of commercial bank in Suphan Buri. The population
used in this study was a visitor to a commercial bank in Suphan Buri. Sample size of
the research questionnaire 400 people. Using Taro Yamane’s calculation formula, which
sets a confidence value of 95% and an acceptable displacement of no more than 5%,
using accidental sampling, statistical instruments used in data analysis, descriptive
statistic by analyzing frequency, percentage, mean, and standard deviation for analysis
to test hypotheses. Use t-test, One-Way ANOVA analysis and complex analysis using
the Least Square Difference (LSD) method. The results of the data analysis are
summarized as follows.

The study found that the majority of the respondents were females aged
between 31 — 40 years old. Company employee and hired profession. Average monthly
income over 35,001 baht.

In terms of satisfaction with the quality of service of customers of a commercial
bank in Suphan Buri province, most of them are at a high level. When considering each
aspect, it was found that they were most satisfied with reliability and trust. Secondly, it
is about giving confidence to users, knowing and understanding users, responding to

users, and the least satisfied aspect is the concrete aspect of service, respectively.

Keywords : Service quality, Customers, Commercial bank
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