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ABSTRACT

Subject research service quality that affects satisfaction of customers of the Bangkok bank
public company limited, phra pradaeng branch, had the objectives to study research service quality
that affected satisfaction of customers of the Bangkok bank public company limited, phra pradaeng
branch. The samples of the study were 400 customers of the Bangkok bank public company limited,
phra pradaeng branch. they selected through simple random sampling method. The tool used for
data collection was an online questionnaire. The data were analyzed by using computer software
packages for frequency, percentage, mean, standard deviation and multiple regression analysis.

The results of this research found that most of the sample group were female, aged
between 21-30 years old, had a bachelor's degree, occupation private company employee /
employment, had an average monthly income 10,001 - 20,000 baht. It was also found that service
quality and satisfaction overall there was the highest level of their opinions (X = 4.64, S.D. = 0.505)
and (X = 4.60, S.D. = 0.532) respectively

The hypothesis testing results showed that research service quality that affects satisfaction
of customers of the Bangkok bank public company limited, phra pradaeng branch at the level of
0.05. The forecast coefficient showed that 0.757 (R? = 0.757) indicated that the independent variable
i.e. service quality factors affected the dependent variable, i.e. the satisfaction of customers of the
Bangkok bank public company limited, phra pradaeng branch at 75.70 percent. As for the results of
hypothesis testing, it was found that Assurance of assurance, reliability and tangibility responsiveness
and empathy recipient which affected the satisfaction of customers of the Bangkok bank public
company limited, phra pradaeng branch.

Keywords: Service Quality; Satisfaction; Bangkok Bank Public Company Limited, Phra Pradaeng Branch.
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