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Abstract

This research paper aimed to study: 1. The level of opinion on the quality-
of-service factors and the decision to use a banking service in Suphanburi province.
2. Service quality influencing customers’ decisions on choosing a bank in
Suphanburi, and 3. Predicting service quality influenced customers’ decisions on
choosing a bank in Suphanburi as well as quality-related factors that influenced
the customers’ decision. Samples were 400 customers, by simple random
sampling method, the customers of a bank in Suphanburi Province. The research
tools were questionnaires and data were analyzed by statistics such as frequency,
percentage, average and standard deviation, including multiple regression analysis.

The research results showed that the participants had the overall opinions
regarding service quality and decisions in choosing a bank in Suphanburi at the
highest level. In testing the hypothesis, it was found that the factors in quality of
service in terms of the service practicality, the response and the reassurance to
customers were the keys that affected the customers’ decision in choosing a
particular bank in Suphanburi Province which had prediction power at 59.50
percent with statistically significant level at 0.05.

Keywords: service quality; customer service quality; Suphanburi Province
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