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Jureeporn Muensri.(2012). Expectation and Perception on Service Quality and Behavior of
Credit Card Customers in Bangkok Toward Branch Office Service. Master’s
Project. M.B.A. (Marketing). Bangkok :Graduate School, Srinakarinwirot University.
Advisor : Dr Panid Kulsiri.

The aim of this research is to study the difference between expectation and
perception on the service quality as well as to study the relationship between the service
quality and behavior of credit card customer. The samples of this research are the credit
card 300 customers who use services at the branch office in the past 3 months. Research
instruments used in this study are questionnaires. The data are analyzed and presented in
terms of percentage, mean and standard deviation. The statistical methods include Paired t-
test and Chi-Square.

The results showed that majority of samples are female, aged between 31 — 40
years, held a bachelor’'s degree or lower and earned income between 15,001 — 30,000 baht
per month.

Results of the hypotheses testing at the statistical significance level of 0.05 are as
follows :

1. Perception and expectation of customers are different. The study on the service
quality and behavior of credit card customers in Bangkok toward branch office service
suggests that the respondents view the quality of tangibles, reliability , responsiveness ,
assurance , and empathy as lower than the expectation.

2. Type of services has relationship with age , income , responsiveness and
empathy.

3. Day of use has relationship with age and assurance.

4. Time of use has relationship with age , education , income , service tangibility ,

responsiveness , assurance and empathy.
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MnANUANAnTInawdes (Pre-Purchase Expectations) Farzfiaaniadudud1g 1wuw 19
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Experienced

Expected + Total Perceived Quality >
Service
F Y
Image
- Market Communications
- Image Technical Functional
- Word-of-Mouth Quality: Quality:
- Customer Needs What? How?

Awysznay 2 meLLuuﬁﬂaaaﬂﬁ%’ui@lmmWi’m (The Total Perceived Quality Model)

111 : Gronroos, C. (1988) Service Quality : The Six Criteria of Good Service Quality
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AMAINNNTUINNT 1 IN(AT) Sauay
Hapninfienands 189 63.0
ATHANHIRENIINILAIN aufinanss 58 19.3
snndfienands 53 17.7

N 300 100.0
Ragnifienanss 209 69.7
awaNNdenala aufinands 59 19.6
snndrfienands 32 10.7

N 300 100.0
Hapninfienanis 211 70.3
AIMNIINDUHWDI aufinands = 127
annifenanss 51 17.0

N 300 100.0
Rapnirfienands 196 65.3
awanuanlola aufinands 64 21.3
anndrfenanss 40 13.3

N 300 100.0

Hapninfienands 198 66.0

AWN13L10930 1o aufinanss 70 23.3
snndfienands 32 10.7

N 300 100.0




60

AN 19 wamﬁme:ﬁqmmwmiu’%mimaog@]amwuaaumwﬁlﬁﬂuﬂ@u
089 M IAnENASIRI$1I% 300 A SuunansanTlee i
ANBANBIRENIINILATN Q”@]auLLumaumumulmyLﬁmwﬁqmmwﬁmsﬁaﬂﬂ’j’]ﬁ
AANTI 1% 189 A AaLTlniana: 63.0 Ta98911A8 AINAANARTI S1WIK 58 A AaLT
Jowaz 19.3 LLazﬂéjuﬁﬁ{hmuﬁaﬂﬁq@ﬁa WNNITiaNanss s1wan 53 aw aadluiosas 17.7
dmanudadald fasuuuussumuimlnginifiamnnuinsiesndng
AIANTI 1% 209 A Aatlusasaz 69.7 Ta9aINAE AINAANARI STWIK 59 A AatTn
Jouaz 19.6 Lmznéjwﬁﬁﬁﬁmuﬁaﬂﬁq@ﬁa WNNITANanSs S 32 aw aaluiosas 10.7
AIUNIIADUEUD ;E@auLmuaaummd’mlmyjLﬁu’hﬁ@mmwﬁmiﬁ?aam’j']ﬁ
AANTI 1% 211 aw Aatiluiosas 70.3 309893188 INNINAMARST $1WI% 51 AL Aa
Jusaeaz 17.0 LLa:ﬂsjaJﬁﬁﬁhmuﬁaﬂﬁq@ﬁa aufienands $1un 38 au dailusasss 12.7
arwaasnlale ;j@]ammuaaumwmﬂmy'Lﬁudﬁﬁqmmwﬁmiﬁaﬂﬂiwﬁ

ANARII WU 196 Al ALl USaLAE 65.3 T098INNAE ANNNAIARIT 311U 64 A AaLTln

]
oA

Souar 21.3 LLaznamﬁﬁ'}muﬁaaﬁq@ﬁa UINNINNANARIT 3113 40 A Aadlusasas 13.3

9
S A

AwnsLanedala ;j@ammuaaumudfmlmy'Lﬁu’jwﬁqmmwﬁmsﬁaﬂﬂ'ﬁﬂﬁ
ANANII 1IN 198 An AaLTnSauaz 66.0 3098INIAE AMNNAIAKIIITIWIN 70 A% AW
Sauay 23.3 LLa:mjuﬁﬁa‘immﬁaﬂﬁq@ﬁa VINNINNANARIT 1% 32 A Aallusasaz 10.7

daufl 4 M3arzvidoyailonadoudaunigin

nMInagaUANNFNNUTIzINGIulIBaTE AL wodnssunilduinisaauinig
U L= a & v a { v Q { vV A H v a
snvasgndntanasaa Sesznaueae Usznnusnianls Awnldusng waztaaNlsusniy
AAd‘ a 6 Y Aaa 6 % % 6 1 % Aaa
ROANLTIWNNTILATIER 22l Tah@ La-’ILA2S NARIUANFNNLTIZTHI9GILLTuazaDa
Cramer's V %38 Somers'd lNaIATWIAANNTNNWTVaIa211T Taaldszauainuitass 95%
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LN ERTY
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78 91 55 146
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N 201 99 300

y° =2.807 Sig.(2-tailed) = .094

INANTN 21 WAMTUATIERANURFNAUTTZR I DU wnammmﬂﬁu’%miﬁq@
TR REERVRELDEIER L FwTuildusnns wud fdr 22 Wiy 2.807 uaze Sig.(2-
tailed) WAL 094 F9wANn31 05 Tinde HANTURNNAZIUAAN (H,) kol iRoaunagIusas
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dl v =)
LA TUSNY
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LWE N
8.30-12.00 . 12.01-13.00 #.  13.01-17.00 . 17.01-21.30 .

718 17 29 66 34 146
TN 17 42 55 40 154

ERkY 34 71 121 74 300
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y° = 3.656 Sig.(2-tailed) = .301

ANAITN 22 HANTIATIZRAMUTNANBTIZRINE N wqaﬂﬁmmﬂ"ﬁﬁmsﬁq@
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susadamdusundgiunesda laao

H, : eglaifanusunusiunganssanisliuinismaauiniimugnddasiaséa
v a ‘ﬂl v
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dszinnuSmanld

179 23 ANNFNRUTIzRIe g iuNgAnTIunslEuInINgaInImgndaTasda
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ﬂﬁ%ﬂiﬁﬂﬂﬂiﬂ’]iﬂl‘ﬁ

iJizmﬂu‘%miﬁ‘h’{ﬁqmu’%nﬁmm

a1 T AUININA LA TRA/RNAT Tz AEUAY/UINT NN
UaILAIAG mﬁ’ls%iﬂnﬂm’%miﬁ"uq

21-30 T 88 36 124

31-40 1 123 13 136

41 Pl 32 8 40

RRkY 243 57 300
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7’ =16.012 Sig.(2-tailed) = .000
Cramer's V = 0.231 Sig. = .000

MNANTW 23 HAMTIATIERANMNFNRUTIZRI Ny A wqﬁmwmﬂ%ﬁ%miﬁg@
U3INIan91gnaLaslasae srutlssanuSmsiild wodn fien 42 Wiy 16012 uazen
Sig.(2-tailed) WAL .000 Fetaunin 05 tuda UPRTENNAZIUAGN (H,) hazoauTUaNUG
3IUIBY (H,) Au8AIINI mqﬁmmé’uﬁufﬁquaﬂiimmﬂ%u’%miﬁﬁ;@U’%msmmg}ﬂﬁw

L= a v a { ¥ & v s a { g; v { 1 v a
UATLAINEG @n%ﬂizLﬂﬂ‘Uiﬂ’]iﬁi‘E maamaaanuawmgmﬁm% Wanagaudaai83d

£ a

JUUIZANT Cramers V WUI1 JANMUFUNBT LIzaUAT laala1anugunwsivinny 0.231

[ L g Aa

28Ny NIRDANTZAY .05

2

sunAzIutan 2.2 nplianuduiusnungdinssunslduinifiauinmsngn

UanAsae awinnlruing
= | a aa v nlq,

susadpmdnsundgiunasda laaod

H, : ey lidanusuiusiungdnssanslivinismaasinismagnddasiaséa
MW lTUINg

H, : rgflanasuRusiungdnssunsliuinisfiyauinmisungndtanasda du
nlEuIng

174 24 ANNFNRUEIRINagIUNgAnTIunslEuinaMainImgndaTasia

dwuildusng
Junlsusnisnaausnisanan
a1 3 374
UM IUNG Twans-afiadungaindannd
21-30 1) 91 33 124
31-40 7 80 56 136
o
41 Yawly 30 10 40
3N 201 99 300

y° =7.558 Sig.(2-tailed) = .013
Cramer's V = 0.159 Sig. = .023
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MNANTW 24 HAMTIATIERANMUFNRUTIZRINEY N wqﬁmsumﬂ%u’%miﬁaq@
UInNIen21gnaLasiasae FwuRlEusms wud S 22 Wi 7.588  uazen Sig.(2-
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%
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