51602381 : µ µª·µµ¦¦³°µ¦
ÎµÎµ´ : µ¦¦³Á¤·»£µ¡¦·µ¦
Á°ºÊ°¤» Á¨oµ««·ª´¡«r : µ¦¦³Á¤·»£µ¡¦·µ¦ °µµ¦¦»Á¡ Îµ´
(¤®µ) µ µ¦µ»¦¸. °µµ¦¥r¸É¦¹¬µµ¦oªoµ°·¦³ : «. ¦. ¡·´¬r «·¦·ª«r. 74 ®oµ.
µ¦ª·´¥¦´Ê¸ÊÁ}µ¦«¹¬µµ¦¦³Á¤·»£µ¡¦·µ¦ °µµ¦¦»Á¡ Îµ´ (¤®µ)
µ µ¦µ»¦¸ Ã¥Á¨º°µµ¦¦»Á¡ Îµ´ (¤®µ) µ µ¦µ»¦¸ Á}¡ºÊ¸ÉÎµµ¦«¹¬µ Ã¥µ¦
´¤£µ¬r¨¼oµ¸É¤µÄo¦·µ¦´µµ¦¦»Á¡ Îµ´ (¤®µ) µ µ¦µ»¦¸ ¹ÉÅoÂn¨»n¤¨¼oµ
°°Á} 3 ¨»n¤ º° ¨»n¤¨¼oµ¦µ¥Ä®n ¨»n¤¨¼oµ¦µ¥¨µ Â¨³¨»n¤¨¼oµ¦µ¥¥n°¥ Ä®´ª o°Á¸É¥ª´
»£µ¡¦·µ¦ °µµ¦¦»Á¡ Îµ´ (¤®µ) µ µ¦µ»¦¸ ÄoÁª¨µÄµ¦«¹¬µ´Ê·Ê 5 Áº° Ã¥
Á¦·É¤´ÊÂnÁº° ¡§«·µ¥ 2553- Á¤¬µ¥ 2554
µ¨µ¦´¤£µ¬r¨¼oµ´Ê 3 ¨»n¤ º° ¨»n¤¨¼oµ¦µ¥Ä®n ¦µ¥¨µ ¦µ¥¥n°¥ ÎµÄ®o¦µ
µ¦¦·µ¦ °µµ¦¦»Á¡ µ µ¦µ»¦¸ Áoµ¦Ä®o¦·µ¦´¨¼oµ¦µ¥Ä®n Ã¥³¤¸µ¦o°¦´Â¨³
¦·µ¦¨¼oµ¦µ¥Ä®nÁ}°¥nµ¸ ³Á®ÈÅoµ¨¼oµ¦µ¥Ä®n³¤¸¡´µ¦³´¼o´µ¦µ µ ®¦º°Å¤nÈ
Á}¡´µ¦³´°µª»Ã¤µ°¥o°¦´Â¨³Îµ¨¼oµ¤µÄo¦·µ¦ÅÎµ¦µ¥µ¦Än°¦·µ¦¡·Á«¬Ã¥
Å¤no°·ª nª¨¼oµ¦µ¥¨µ³Á}¨¼oµ¸ÉÎµ»¦¦¦¤Á}¦³ÎµÂ¨³¤¸ªµ¤»oÁ¥´¡´µÁ}
°¥nµ¸ Ã¥³Ä®oªµ¤Á}´Á°´¡´µ µ¦´Ê¡´µÅ¤nÅo¦·µ¦¨¼oµ¦µ¥¨µµ¤Â
ÎµÁ·µ °µµ¦ Án Å¤n¥¤º°Å®ªo¨¼oµ Á¤ºÉ°¨¼oµÁ oµn°¦·µ¦ÈÎµ¦µ¥µ¦Á¨¥ nª¨¼oµ¦µ¥
¥n°¥Á}¨»n¤¨¼oµ¸É¡{®µ¤µªnµ¨¼oµ¨»n¤°ºÉÇ ÁºÉ°µ¨»n¤¨¼oµ¦µ¥¥n°¥³¤¸ªµ¤®¨µ®¨µ¥
°µ¸¡ Â¨³°µ³Å¤nÄn¨¼oµ¦³Îµ °µ µ ¡´µ¹¤´Å¤nÄ®oªµ¤ÄnÄÄµ¦¦·µ¦¤µ´ Á¤ºÉ°
Á¸¥´¨¼oµ°¸ 2 ¨»n¤ ¨¼oµ¦µ¥¥n°¥®¨µ¥¦µ¥µµ¦´¤£µ¬r¨nµªªnµ¡´µ¤´³Å¤nn°¥¨nµª
´µ¥ ª´¸ Â¨³¡´µÅ¤nn°¥Ä®oÎµÂ³ÎµÁnµ¸Éª¦ Áª¨µÅÄo¦·µ¦¡´µ¤´³»¥´¦³®ªnµ
Ä®o¦·µ¦ ¹Éµµ¦«¹¬µÃ¥µ¦´¤£µ¬rÎµÄ®o¦µªnµµµ¦¦»Á¡ µ µ¦µ»¦¸ ¥´¤¸µ¦¦·µ¦
¨¼oµ¸É¥´Å¤nÁ¤°£µ´°¥¼n ¡´µ¤´³¤»nÁoµ¦¦·µ¦¸É¸Å¸É¨¼oµ¦µ¥Ä®n ¦µ¥¨µ Á¡ºÉ°¦oµ
ªµ¤»oÁ¥ ÎµÄ®o¤¸¨Äµ¦n°¥°µ¦ÎµÁ° µ¥¨·£´rnµÇ n°Å

ม
ส
ด
ุ
อ
ก
ห
ลาง
ก
ั
น
ำ
ส

µ µª·µµ¦¦³°µ¦
´·ª·¥µ¨´¥ ¤®µª·¥µ¨´¥«·¨µ¦
¨µ¥¤º°ºÉ°´«¹¬µ………………………………….
eµ¦«¹¬µ 2555
¨µ¥¤º°ºÉ°°µµ¦¥r¸É¦¹¬µoªoµ°·¦³……………………………………


51602381 : MAJOR : ENTREPRENEURSHIP
KEY WORD : SERVICE QUALITY EVALUATION
UEAMBOON LAOSASIWATTANAPONG : SERVICE QUALITY EVALUATION
OF BANGKOK BANK PUBLIC COMPANY LIMITED, RATCHABURI BRANCH. INDEPENDENT
STUDY ADVISOR : ASST. PROF. PHITAK SIRIWONG, Ph. D. 74 pp.

This research was the study of the service quality evaluation in Bangkok Bank
Public Company Limited, Ratchaburi branch by choosing this branch to be the study area.
Customers using the service at Bangkok bank, Ratchaburi branch were interviewed and
classified into three groups which were the customers of big group, the customers of the
medium group, and the cutomers of small group. For the issue of the service quality
evaluation of Bangkok bank, Ratchaburi branch, it spent time to study for 5 months starting
from November 2010 to April 2011.
From the interview result of three groups of customers who were the big size, the
medium size, and the small size, it made us know about the service at Bangkok bank,
Ratchaburi branch. They focused on serving the customers of the big group; they welcomed
and served this group very well. Both, staffs as the branch managers and the elder staffs
would always welcomed and took care of transactions for customers of the big group who
could do their business at the extra boot without any queues. For the customers of the
medium group, they got used to staffs at the Bangkok bank, Ratchaburi branch very well.
Customers were friendly to staffs. So sometimes, staffs did serve them as the bank operation
plan. For example, they did not wait to customers when they came to do some transactions.
For the customers of the small size, there was the problems the most because staffs did not
take good care of them. When comparing to the previous two groups of customers, many
customers from the small group claimed that staffs rarely greeted or said hello; moreover,
staffs did not suggest any information. During serving customers, they always talked to
others. From the study, it was shown that at Bangkok bank, there was not the equality of
service for customers. Staffs focused on and took care of the customers of the big group the
most. For the customers of the medium group was for being friendly so that they could
present and sell their products.
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