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Waraliitichai, N. Master of Business Administration, February 2014,
Graduate School, Bangkok University.

The Impact of Thai Commercial Banks Service Quality on Customers
Expectation and Perception Levels to the ASEAN Economic Community in
2015 (68 pp.)

Advisor: Assoc. Prof. Suthinan Pomsuwan, Ph.D.

ABSTRACT

The objectives of this study are to study the impact of Thai
commercial banks service quality on customers expectation and perception
levels and to compare the overall of customers expectation and the overall
of customers perception levels on Thai commercial banks service quality to
the ASEAN Economic in 2015. The close-ended questionnaire was used to
collect data and the content validity and Cronbach’s Alpha reliability tests
were used in this study. The Cronbach’s Alpha reliability test was 0.945 from
30 participants contributions. Moreover, 450 participants, who are customers
from 15 Thai commercial banks at each headquarters, were asked to fill out
questionnaire. The statistic methods were categorized into the descriptive
and influential statistics methods. The influential statistics method was
Multiple Regression Analysis. The result found that all factors of Thai
commercial banks service quality influenced customer’s expectation and
perception levels. Moreover, the overall of mean of customers’ expectation
level was greater acceptance than the overall of customers’ perception

level.

Keywords: Service Quality, Expectation, Perception, Thai Commercial Banks
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g1eluian (Gardner, 1981) a1seuwi = (Gardner, 1981, pp.70-76)

3. unanalutingans Lisivedidouunany  ildiaunanuunuiioruss

v ' P ¥ o a ¢ = « 5
nsasluanlildvaunanuuuuinan Wuweglunsaawmang

UTTUIYNSH  LEurusEian s Aunmseysnslussuuinadiuiugu. (2548).
Ineuaunalensimile, 10(79), 58.

galuay (“Ldurunu”, 2548) arseyntl = (“lduwuny”, 2548, vt 58)

52



a L4

unANUTUBLIFaNUN

BLUU LN

A29E1NNITVLUUTTUIYNIUNTRFDNUNKAZN1T919 T UL BNN

a ¢ ad v

1. unanuluvtsdionun dvacday

**919 9@ NUNADILAAII1 YU NOURVNTINALE

ussaYnsy o8t Auduen. (2549, 25 wwiew). Tunsuwaulng-win-3u §1339
WHUNNEMBENATEEAY MgNINIsAYiaaiien. wavy, il 34,

2n9luay (889 Auruen, 2549) d1szunii = (85T duriuel, 2549,

UFIUIYNIU  Lee, M. (2006, April 26). Plastic perfection. Bangkok Post, p.13.

deluidn (Lee, 2006) e13guni = (Lee, Melanie, 2006, p.13)

1

2. unaylunisdoiun Lifivadideu viaduwiaiitig  Wldieunausemenuuudiy

unuorusls

» nsgnsluanlilddaunanavisaniaiavnuuuina Wuneglueiamuny © ”

UsIaNyYNIy  nnesisgudsulionsialain-eidn. (2549, 25 wwiew). LFnw, wi 1.

gnsluiay (“Nna.AsAuE”, 2549) drsvynt = (“Ane.fsAug”, 2549, i 1)

UFIUIYNIU  Study finds free care used more. (1982, April). APA Monitor, p.14.
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