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PERCEPTION ON IMAGE AND SERVICE QUALITY: A CASE STUDY OF KIATNAKIN
BANK AT BRANCHES IN BANGKOK METROPOLITAN REGION

Miss Sangduan Vanichdumrongsak and Associate Professor Apirada Suthisanont

ABSTRACT

The objectives of the study were to look-into the general data of the service users of Kiatnakin
Bank at the bank branches in Bangkok Metropolitan Region that affected the perception of image and the
banking service quality, and to investigate the relationship between ‘the image and the banking service
quality. The sample of the study consisted: of 400 service users-at the bank branches in Bangkok
Metropolitan Region. The data were analyzed through' descriptive statistics comprising Percentage, Means,
Standard Deviation, as well as inferential statistics including Independent Samples t-test, One-way ANOVA,

LSD, and Pearson Product Moment Correlation Coefficient at 0.05 level of significance.
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The results of study revealed that the majority of the respondents had perception of overall
image, and the aspects of organization, staff, servicing, and social responsibility were found at a high level.
Moreover, the overall service quality and the aspects of tangibles, reliability, responsiveness, assurance, and
empathy were at a high level.

The results of hypothesis testing indicated that different types of services had effects on the
differences in the perception of image in the aspect of social responsibility. Different types of services had
effects on the perception in overall service quality and in the aspects of reliability, responsiveness,
assurance, and empathy. Moreover, the perception of image had a highly positive relationship with the
perception of service quality.

Keywords: Image, Service Quality, Bank
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