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Abstract

This study aimed to 1) investigate factors that affected service quality of Government Savings
Bank, Tops Plaza Singburi Branch, Singburi Province, 2) compare factors that influenced service quality of
Government Savings Bank, Tops Plaza Singburi Branch, Singburi Province by personal factors, and 3)
provide guidelines for developing service quality of Government Savings Bank, Tops Plaza Singburi Branch,
Singburi Province. The sample was 320 users at Government Savings Bank, Tops Plaza Singburi Branch.
The research instrument was a questionnaire with a confidential value of 0.97. The statistics used in data
analysis were frequency, percentage, mean, and standard deviation (S.D.). The hypothesis testing was
conducted by T-test, F-test, and Least-Significant Difference, at a statistical significance of .05.

The findings showed that 1) in terms of service quality of this bank, the overall service quality

was high (X = 4.46,S.D. = .342). Considering in details, it showed that reliability was the highest (X =4.55,

S.D.=.390), followed by tangibility (; =4.50, S.D.=.390), and responsiveness (i = 4.35, 5.D.=.480). In terms
of user behavior at this bank, it was at high (; =4.49, S.D.=.306). Considering each aspect, decision-making

(; =4.59, S.D.=.306) was at the highest, followed by procedure (; =4.47, S.D.=.449), and service (; =4.42,
S.D.=.370), 2) comparing factors that affected service quality of this bank classified by age, education,
career, and monthly income, it showed that the diversity of age, education, career, and monthly income
resulted in different service quality, and 3) the guidelines for developing service quality of this bank
showed that the quick service was the most important factor for users’ preference, and it led to the
quality in users’ responsiveness, assurance, and reliability were highly important to users’ satisfaction as

well.

Keywords: Service Quality Development, Service Quality
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