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Duangkamon Kornmatitsuk. (2007). The influence of image and service quality on
behavior in using service of BankThai Public Company Limited of customers in
Bangkok. Master’'s Project, M.B.A. (Management). Bangkok: Graduate School,

Srinakharinwirot University. Project Advisor : Dr. Panid Kulsiri.

The objective of this study was to investigate the relationships between image,
service quality, and behavior in using service of BankThai Public Company Limited of
customers in Bangkok. Image referred to stability, brand name, service, and location.
Service quality referred to personnel’s physical evidence, reliability, responsiveness,
assurance, and empathy.

The sample of this study composed of 630 customers from 63 branches of Bank
Thai in Bangkok. Questionnaires were used for collecting data. Data were analyzed by
the statistical methods of percentage, mean, and standard deviation. Hypotheses were
tested by the method of Chi-square.

Results of study were as follows:

1. Most of the respondents were at the age group of 20 to 39 years old,
bachelor's degree graduated, private company’s employee. They earned 10,001 -
20,000 bath per month, had deposit account with BankThai and had been the bank’s
customer for 1 to 3 years.

2. Most of the respondents used deposit account service. The frequency of use
was less than 5 times a month. The time of service use was between 08:30 and 12:00
am., mostly during the first ten days of the month.

Results of hypotheses testing at the significance level of .05 are as follows:

1. Consumer behavior in terms of type of service use had relationships with the
bank’s image in terms of stability, brand name, location and with the bank’s service
quality in terms of employee’s responsiveness and empathy.

2. Consumer behavior in terms of frequency of service use had relationships
with the bank’s image in terms of stability, brand name, service, location and with the

bank’s service quality in terms of employee’s reliability, responsiveness and empathy.



3. Consumer behavior in terms of time of service use had relationships with the
bank’'s image in terms of stability, brand name, service, location and with the bank’s
service quality in terms of employee’s physical evidence, reliability, responsiveness,
assurance and empathy.

4. Consumer behavior in terms of day of the month of service use had
relationships with the bank’s image in terms of service and with the bank’s service
quality in terms of employee’s physical evidence, reliability, responsiveness, assurance

and empathy.
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