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ABSTRACT

This research had the objectives to study the quality of services, types of services,
and study the relationship between the quality of services and types of service businesses
provided by Krung Thai Bank Limited (Public) Maha Sarakham Branch. The sample
consisted of 398 customers who came for services provided by Krung Thai Bank Limited
(Public) Maha Sarakham Branch, Maha Sarakham Province. The sample size was figured out
according to Taro Yamane’s principles. The instrument for data collection was a
questionnaire that had already been tried out to find its quality. The total reliability of the
questionnaire was 0.968. The statistics employed in the data analysis comprised percentage,

mean, and standard deviation. The statistics for hypothesis testing was chi-square (;{,2).
The results were as follows:

1. The guality of services provided by Krung Thai Bank Limited (Public)
Maha Sarakham Branch, on the whole, was in the high level. When considered by aspect, it
was found that 3 aspects were in the high level. Ranked from high to low according to the
value of the mean, the aspects were in the following order: the aspect of workers and
reception, the aspect of length of time of service, and the aspect of data and information
service. Two aspects were in the moderate level: the aspect of conveniences and the aspect of

the enterprise.



2. In terms of quality of types of services provided by Krung Thai Bank
Limited (Public), Maha Sarakham Branch, it was found that on the aspect of deposit, most
customers used the deposit service of Krung Thai Bank Limited (Public) Maha Sarakham
Branch more than any other financial institutions; in terms of loan, they saw the amount of
money and the length of time for installments were in congruence; concerning ATM, the
customers saw that the time for service items in each day such as transferring money to other
banks and paying bills for goods and services was too short, except for withdrawal; regarding
automatic deposit machine (A.D.M.), the customers were satisfied with the menu of service
items, and the length of time of depositing money through the automatic deposit machine was
suitable; regarding the passbook update machine, the customers thought the machine provides
for convenience that goes along with their life style; in terms of on-line banking, the
customers also thought it was a suitable service for their daily life.
3. Concerning the relationship between the quality of services and types of services
given by Krung Thai Bank Limited (Public), Maha Sarakham branch, it was found that:
3.1 On the whole, there was no relationship between the deposit service and the
quality of service.
3.2 On the whole and by aspect, there was a relationship between the loan service
and the quality of service, with statistical significance at the level of .05.
3.3 On the whole, there was a relationship between the automatic teller machine
service and the quality of service, with statistical significance at the level of .05.
3.4 On the whole, there was a relationship between the automatic deposit
machine service and the quality of service, with statistical significance at the level of .05.
| 3.5 On the whole, there was no relationship between the passbook update
machine service and the quality of service.
3.6 On the whole, there was no relationship between the on-line banking service

and the quality of service.



