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 PENPISA SATHITTEERANON : EXPECTATION AND PERCEPTION OF 
SERVICE QUALITY FOR CUSTOMERS’ LOYALTY AT KRUNGTHAI BANK, NANA NUA 
OFFICE. THESIS ADVISOR : TANINRAT RATTANAPONGPINYO, Ph.D.  108 pp. 

 This research aimed to study the expectation and perception of service quality for 
customers’ loyalty at Krungthai Bank, Nana Nua Office; and to study the relationship between 
the expectation of service quality and the perception of service quality of customers at 
Krungthai Bank, Nana Nua Office. In this study, the population was 400 customers using 
services i.e. deposit, withdrawal, goods and service payment at Krungthai Bank, Nana Nua 
Office. The statistics for data analysis included mean, standard deviation and Pearson's 
Correlation Coefficient.   
 The research results revealed that most population was female (71.25%), aged 21 
– 30 years (37.50%), had single status (50.75%), had a bachelor’s degree (68.00%), worked 
as civil servants/ state enterprise officers (56.25%), and had monthly salary higher than 
45,000 Baht (39.25%). Their overall of expectation of service quality was at the high level. 
Considering each aspect, it was found that they gave the highest priority to service and the 
lowest priority to innovation. Their overall perception of service quality was at the high level. 
Considering each aspect, it was found that they gave the highest priority to concrete service 
and the lowest priority to customer care. Their overall loyalty was at the high level. 
Considering each aspect, it was found that they gave the highest priority to attitude on word-
of-mouth behavior and the lowest priority to attitude on price sensitivity. The overall 
expectation of service quality had a relationship with the customer’s overall loyalty. The 
overall perception of service quality had a relationship with the customer’s overall loyalty. The 
overall expectation of service quality and the overall perception of service quality had a high 
positive relationship.
 The recommendations from the research were that, to enhance the service quality 
of Krungthai Bank, Nana Nua Office, the management or related personnel should apply 
modern technologies or innovations to provide customers convenience. To ensure fast 
services or process reductions, work systems may be improved more efficiently. In case of 
making financial transaction, customers should not be required to fill in applications but 
present identification cards only.
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