a a Y Aa N = Y a
amwammﬂmmwmﬂwmmmamquwa%mmpﬁwmmﬁ
A R =
AIUANE: ‘ﬁu'lﬂﬁQI@UiU!ﬂJﬁﬂ?QL‘V]WNﬁWHﬂ3
The Influence of Service Quality on Customer Satisfaction

A Case Study: United Overseas Bank in Bangkok

gy gIsTuYymn

UNAALD

TanUsyassiiodninavesnaninms ldusnmsaennuianelvves
Aa o I a { a $
Tumsdsedudldusmsnlduinisiarvisuinisglediluiua
o v 1 3 = 1 = =
AJUNNUMIUAT 31U 400 AU au Inaidumeee Ue1g5241319 25 - 40 A aaruninlan Msnwn
pgluszaulSyanes o1Fwmiinau/gninuiimenyu 5w ldmasszning 15,000 - 25,000 UMeo

aa

A D] 3 P} ~Aq Y A P Y ' A
wou lsuuuaeuamlumsnusiusindoya Tae adan 14 lumsinszvdoya laun msmaunae
1 H a g [ a QI
fovay uazdrudouunuaigiu uazldns Tinseiardudsz@ninmsoanosununy (Multiple
Regression) “lumimﬁammﬁjgm
a o 1 = = 1 [y Y A = =
HamsIvenu anuiane lalumsuimsegluszauinn Taedldusmsianuanuiianele
4 ) { a d [ a Qd 1
TuanuFeuniniiga wanmsuasziadulse@nsmoanosuuuny wua anuianelaly
nMsuimsawsnesuieaunmlunsuimsldsesay 74.40 Feuamlumsuimsdiuainu
1 A A aa a 1 =< yJ a A Y
ruredeloninadonnuianelalunislsusmsuniiga (B =0.334, p <.001) awareguanly
a Y I a Aa A [ =< Y a ~

M3u3n1s Auanuiuglsssulunmsusmsiansnadeaunane lalumsldusmsuiniga
(B =0.342, p < .001) mazguamlumsumsauanuerlaldisninadonnuiane lolums1d

13ms (B =0.129, p <.05) drugamnlumsusnsauMIALUAUIANNABINITVBIH 1FUTNT

d' @ aa A 1 = Y Aa Y Aa
UASANUIBDUU UIJJ1]’6]‘1/115WﬁG]@ﬂ’ﬂllWQWf]Gli]Gluﬂﬁch]ﬂJiﬂﬁeUENEﬁﬂﬂj‘iﬂﬁ

[

Mdney : aunumMIuing, anuiane lvlumsusms

aguy grsuylm MYIFINITANT AVULUITNITFIND UNINGIAT AN

Nathamon Suwannabuppha Faculty of Business Administration Program in Management Ramkhamhaeng University



ABSTRACT

The objective of this research study was to examine the impact of service quality on customer
satisfaction in relation to service usage. The research sample consisted of 400 customers who utilized the
services at United Overseas Bank branches in Bangkok. The majority of the sample were male, aged
between 25-40 years old, single, with a bachelor's degree education, and employed in the private sector
with an average monthly income between 15,000-25,000 baht. Data was collected using a questionnaire,
and statistical analysis techniques such as mean, percentage, standard deviation, and multiple regression
analysis were employed.

The research findings revealed that customer satisfaction with the service was high, with
customers expressing the highest level of satisfaction in terms of trust. The multiple regression analysis
showed that service quality could explain 74.40% of the variance in customer satisfaction. Specifically,
the quality of service in terms of reliability (B =0.334, p <.001), followed by the quality of service in
terms of ethical conduct had the highest influence on customer satisfaction (B =0.342,p <.001), and the
quality of service in terms of empathy (B =0.129, p <.05). However, the quality of service in terms of
responsiveness to customer needs and confidence did not significantly influence customer satisfaction.

Keyword: Service Quality, Satisfaction
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