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Abstract

The purpose of this research is to study the quality of service that affects people's
decision to use the services of a commercial bank. In Suphanburi province The sample
group used in the research was a population of 400 people, obtained from random
sampling using Taro Yamane's sample size calculation formula. The instrument used was
a questionnaire. The confidence value was 0.99. Data analysis used statistics:
percentage, mean, standard deviation, and One Way ANOVA.

The results of the research appear as follows.

1. Analysis of the general data of the sample found that the majority of
respondents were female (33.3 percent), aged 30 -39 years (47.8 percent), occupational
employees, company employees/general contractors (43.5 percent), and have a monthly
income of 10,001 - 20,000 baht (33.3 percent), followed by the male population
(62.7 percent), aged 40 - 49 years (22.0 percent), civil servant/state enterprise occupation
(24.0 percent) and have income per month 20,001 - 30,000 baht (29.0 percent) and the
LGBTQ+ population group (4.0 percent), aged 20 - 29 years (15.8 percent), trading
occupation/personal business (18.3 percent), monthly income of 30,001 or more (percent)
28.0)

2. Analysis of personal factors classified by gender, age, occupation, monthly
income. Different factors have different effects on the decision to use the services of a
commercial bank in Suphanburi Province. From the research results, it is found that The
majority of the population that chooses to use the services of commercial banks is the
female population (33.3 percent), aged 30 - 39 years, working as a company
employee/general contractor. and have a monthly income of 10,001 - 20,000 baht

3. Analysis of factors of service quality of commercial banks From the research
results it was found that Consumers who responded to the questionnaire expressed their
opinions about service quality factors of commercial banks in Suphanburi Province.
Overall, the average level is at a high level. By ordering the importance of various factors.
From the highest to lowest average, the concreteness of the service (4.22 percent), the
response to needs (4.12 percent), the aspect of providing confidence (4.11 percent), the
aspect of understanding the perception of the needs of service recipients (4.11 percent),
the aspect of reliability or can be trusted (4.10 percent) respectively

Keywords: service quality, decision making, banks
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