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ABSTRACT

The objectives of this study were: (1) to examine the behavior of service users and the quality of
service at Kasikorn Bank, Sukhumvit-Na Kluea Branch, Chonburi Province, and (2) to analyze the service
user behaviors that influence factors related to service quality at the same branch. The sample group
consisted of 275 customers who utilized the bank’s services. The research instrument was a questionnaire
with a reliability coefficient of 0.845. Data were analyzed using frequency, percentage, mean, standard
deviation, one-way analysis of variance (ANOVA), and multiple regression analysis. The results revealed
that: (1) most respondents used deposit/withdrawal services (73.5%) and chose the bank due to its
proximity to their residence (44.0%). The frequency of service usage was 1-4 times per month (31.6%),
and the most common service time was between 1:01 p.m. and 3:00 p.m. (56.7%). Overall, the
respondents’ opinions regarding the service quality of Kasikorn Bank, Sukhumvit-Na Kluea Branch, were
rated at a high level. (2) Service users with different types of service usage and visiting times had
significantly different opinions regarding service quality at the 0.05 level, while no significant differences
were found based on the reasons for choosing the service or the frequency of use. Therefore, it is
recommended that the bank improve its service system management and time allocation to better suit

the characteristics of customers during different periods, thereby enhancing overall service quality.
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