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Sombat Tangprasopthrup. (2003). A Study of Expected and Perceived Services for An Assessment of
Customers' Satisfaction on Services of The Bank of Thailand Library and Archives.
Master Project, M.B.A. (Management). Bangkok : Graduate School, Srinakharinwirot University.

Project Advisor : Assoc. Prof. Somchai Hirankitti.

The objective of this research is to study the expected and perceived services for an
assessment of customers’ satisfaction on services of the Bank of Thailand Library and Archives by
classifying to the gender, age, educational level, career in order to compare between before and
after using the Bank of Thailand Library and Archives of users' expected services.

The sampling sizes of this research were 400 persons of the Bank of Thailand Library and
Archives users. The questionnaires were used as a tool to collect data. The statistic figures were
evaluated by percentage, mean, standard deviation, One way Analysis of Variance (ANOVA) with
SPSS for Windows Version 10 computer program,

The result of this research was found that most of the users of the Bank of Thailand
lLibrary and Archives were female, age between 41-45 years old. Most of educational levels were in
bachelor degree, working in The Bank of Thailand. The analytical result of the expected services and
perceived sesvices by users from 5 points of view were as follows :-

The analytical result of the expected services by the users were concluded that the)‘{ were
in good level as follows :- Responsiveness, Reliability, Assurance, Tangibleness and Empathy.

The analytical result of the perceived services by the users were concluded that they were
in good level as follows :- Responsiveness, Assurance, Reliability, Tangibleness and Empathy.

The result of comparison between expected and perceived services. Users had expected
services in tangibleness, reliability, responsiveness, assurance and empathy were higher than the
perceived services. The conclusion was the users had not satisfaction as much in all services.

The difference personal factors to the expected services and the result of services from
the Bank of Thailand Library and Archives were as follows :-

1.  The personal factors in the different ages had the difference of the expected services
from the Bank of Thailand Library and Archives. The other perscnal factors such as the difference of
gender, educational level and career had no difference of the expected services from the Bank of
Thailand Library and Archives.

2. The personal factors in the different gendér, age, educational level and career had no
difference of services from the Bank of Thailand Library and Archives.

The analytical result of the Bank of Thailand Library and Archives' users had expected
services in tangibleness, reliability, responsiveness, assurance and empathy were higher than the
perceived services. The conclusion was the users had not satisfaction as much in all services.

Besides that the result of this research was found that the users of the Bank of Thailand

Library and Archives had the characteristic ih different population, the different expectation in



services, excepted age because most of them expected to have good in services by providing and
preparing the facilities for easy to making research and giving an advice in many kinds of services
with good relation and impression by having no difference of the user’ perscnality. The different
factors of age had difference in expected services which found that the users' age were higher than
51 years old had lower expectation in services less than the lower age by causing from the users
whose age higher than 51 years old were familiar with the services of the library’s officer as they
had used quite long time services, seldom expected in the new service and quickly changes in the
technology. Thus the officers who provided the services had to concentrate as an importance and
arranged good services to the users in all levels especially for the users who had the age lower than
51 years old because they expected in high level of the services. For the users of the Bank of
Thailand Library and Archives who had the characteristic in different population had no difference ot
the services in the Bank of Thailand Library and Archives because the officers who provided the
services had given the good services for all users equivalent to the services’ standard objective and
made no difference of the users’ perceived services. This research was also found that the expected
services of the users were higher than the perceived services of the users, this meaned that the
services had no quality which effected to the unsatisfaction of the users. So the Bank of Thailand

Library and Archives should continuously develop the services in order to response the need of the

users.
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dadn :.m:mnmﬂmsmman;sﬁa'lﬁu?m's AR ITUIMIU gns’fqazuﬁnmﬁuuu‘%miﬁﬂ'mw'a'o
Qe rF-3 d‘ e -3 ﬂ. A ; ' - A bl L) I 1Y) = ﬂl w o
ASMIRISsY  winuSm ieTudminumshmaenis gnma:'lu‘l'ﬁm'mau'la‘luqﬁmmlwmmsﬁn
1] - - ﬂ' Lo [} =) A - o Y A = g’ -l
gl 'mnusmm‘lﬁmmm‘%amnmmsms‘nmﬂﬁi’qgnmﬁa:naumhmmwmqﬁnwuan



11

] [ Py
ms(ﬁ;l;tysjf!:f‘::::s‘"’d" ANNdBIMTanITyRAR  F Yszaunminiluefie
communications) (Personal needs) (Past experience)

> WinmfRiands (Expected service) e
> )
P0¥i9 5 (GAP 5) 1
u%m‘lﬁi’ui’(]’cmivcd scrvice) F
fuilna i
(Consumer)
WNNIARIA .
(Marketer) n'pdwnluu%n'n - i nifarodamintevan
nfersnaneesnie . | fuduslne (Extemal
[Service delivery (including [®4~>] communications
pre-and post- contacts)] | to consumers) !
3,
B399 3 (GAP 3) |
' h J
dori 1 naRdeANIMINIMIIUT
(GAP 1) i

wWunrszyguninmving ,‘
(Translation of perceptions into |}
service-quality specifications)

dovite 2 (GAP 2)

ndaminysiuihe
AnmArAnTroiguilng

{Management perceptions

of consumer expectations)

nmdsznay 1 Tumaqmmwmaamm"‘sn‘n {Service Quality Model)
'ﬁu‘l : Parasuraman, A., Zeithaml, V. & Berry, L. (1985). A Concepfual Model of Service

Quality and its Implications for Future Research. p. 44.
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Qn@laotnmn'uﬂ‘mgnmmcﬂma'l’m’mqsmﬂﬂmmmu
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FaPaudaald (Tangibility)

amuiadeld (Reliability)

NTNAURUDIG agnf'ﬁ

{Responsiveness)

A 4

AN N
(Courtesy)
AMUIINTO
(Competence)
auidefia
(Credibility)
anuiunnlaaaip
(Security)

A 4

msEnfaLInag
{Access)

msaadafaas

{Communication)

»

LIN=d [
AISLTIDILAZITINANAN

A} b}

(Understanding

the customer)

4

nwdsznan 2 ﬁﬁmmmiﬂsztﬁuq MAINATTUINNS

v

Fafisudnsle (Tangibility)

anuiafiald (Reliability)

msmauauawiagnsh

(Responsiveness)

‘J ‘.— 1} o
ANULTUUABNITUINAT

- (Assurance)

ﬂ?ﬁﬂlﬁﬂl%ﬁﬁﬁiaﬁnﬁ’l

(Empathy)

fiN7 : Parasuraman, A., Zeithaml, V. & Berry, L. (1990). Delivering Quality Service :

Balancing Customer Perceptions and Expecftations. p. 25.
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Word of Mouth Personal needs Past experience
(maymndoin) (AUABIMITIUYANG) (Urzauntsnilusdin)
| j
Dimensions of Perceived Service Quality
Service Quality (manTuimsn )
(Hinasamnin ¥
n3uInTg) SExpengdS) 1. Expectations exceeded
; > ervice 2 e s
tgrlgyblfs . (UBMIBEA) (tNUNITNANANRY)
(Fhiudaaled) ES < PS (Quality surprise) ©
Reliability — 2.Expectations met
A & -, e -
(mwrnm?a'lﬂ) Perceived (mwnuﬁmﬂma)
Responsiveness > Servicg {PS) ES = PS (Satisfactory quality) @
(Mimeusualld) @imileiy) 3. Expectations not met
Assurance plasninfianandy)
a 4 v
(PuBadnle) ES > PS (Unacceptable Quality) @
Empathy
(Fnuiniate)

] ) 4 P A Bt o o s w o o X
mwilsznau 3 mwuammm‘naizmwmmwn‘mnuuazn‘sn‘n‘m‘mﬂamm.l‘s:mumwm
wolavasanm
131 : Parasuraman, A., Zeithaml, V. & Berry, L. (1985). A Conceptual Model of Service

Quality and Its Implications for Future Research. p. 48.
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