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ABSTRACT

The objectives of this research are to analyze and solve problem of service quality
improvement for customer satisfaction for a case study of a government bank Paholyothin
Branch. The study applies a Multiple Criteria Decision Making (MCDM) using the Analytical
Hierarchy Process (AHP) approach to solve the case study problem. The criteria in this research
are service quality of bank officers, bank information sent to customers, service place, bank
service reliability and customer service process. In addition, necessary sub criteria are taken into
account for service level analysis. According to the pairwise comparison using the AHP method
with 40 questionnaires, the criteria weights are 31%, 19%, 18%, 17% and 15%, respectively. The
service quality of bank is the highest with 31% weight. From the evaluation of customer
satisfaction, it is found that the customer satisfaction levels of (1) service quality of bank officers,
(2) bank information sent to customers, (3) service place, (4) bank service reliability and (5)
customer service process are 82.50%, 77.00%, 72.80%, 80.80% and 80.80%, respectively. The
standard deviations of customer satisfaction levels are 16.60%, 15.60%, 13.40%, 12.10% and
14.00%, respectively. The customer satisfaction level of bank officers service quality is the
highest. Therefore, the low customer satisfaction level sub criteria have been taken into account
as follows: (1) the listlessness of bank officers, (2) the lack of skill of bank officers, (3)
unattractiveness of information sent to customers, (4) the incorrectness of information, (5) the
lack of updated information between bank officers and customers, and (6) the lack of updated
information between the bank head office and branches of the bank. In conclusion, the

appropriate solutions are proposed in this research.
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A Conceptual Model of Service Quality

CONSUMER

Word-of- Personal Past
mouth e Experien

PaY=Y

A 4

.| Expected |_
............... »  Service

4 1

GaSi
pY

Perceive <

B e

il

Service Delivery External
(including pre-and- Communications

Gap 1 post-contacts to Consumers

Translation of
Perceptions into
Service Quality

MARKETER

o = s e e o = = = e = = - - = =

Management
Perceptions of
Consumer

Source: Lovelock, 1996, pp.468-471

NN 2.2 A Conceptual Model of Service Quality
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qgl’ﬂyﬁ STAFF | INFORM | CREDIT | PROCESS | PLACE CR
1 0.084 0.372 0.104 0.245 0.196 0.03
2 0.115 0.145 0.055 0.092 0.593 0.08
3 0.090 0.09 0.074 0.119 0.628 0.03
4 0.282 0.34 0.124 0.13 0.124 0.02
5 0.227 0.197 0.227 0.197 0.152 0.02
6 0.225 - 0.171 0.259 0.196 0.149 0.01
7 0.329 0.165 0.221 0.143 0.143 0.02
8 0.109 0.381 0.381 0.056 0.072 0.09
9 0.143 0.126 0.576 0.097 0.058 0.09
10 0.256 0.156 0.045 0.226 0.316 0.05
11 0.270 0.425 0.177 0.084 0.044 0.10
12 0.484 0.16 0.152 0.139 0.066 0.02
13 0.090 0.151 0.185 0.184 0.389 0.07
14 0.200 0.200 0.200 0.200 0.200 0.00
15 0.200 0.200 0.200 0.200 0.200 0.00
16 0.126 0.264 0.167 0.105 0.338 0.06
17 0.153 0.177 0.135 0.440 0.095 0.07
18 0.369 0.078 0.280 0.126 0.147 0.03
19 0.605 0.056 0.089 0.162 0.088 0.09
20 0.034 - 0.512 0.074 0.164 0.216 0.08
21 0.035 0.486 0.107 0.199 0.174 0.07
22 0.639 0.034 0.094 0.081 0.151 0.10
23 0.605 0.031 0.169 0.093 0.101 0.10
24 0.590 0.060 0.182 0.057 0.111 0.06
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¥a
1oya | STAFF | INFORM | CREDIT | PROCESS | PLACE CR
25 0.606 0.043 0.144 0.089 0.118 0.09
26 0.580 0.036 0.174 0.085 0.124 0.10
27 0.047 0.393 0.175 0.177 0.208 0.07
28 0.044 0.482 0.146 0.122 0.207 0.02
29 0.574 0.173 0.086 0.068 0.099 0.06
30 0.652 0.034 0.118 0.102 0.094 0.07
31 0.035 0.477 0.110 0.230 0.149 0.10
32 0.541 0.050 0.187 0.108 0.113 0.07
33 0.585 0.043 0.177 0.093 0.102 0.09
34 0.632 0.040 0.114 0.093 0.121 0.08
35 0.054 0.525 0.120 0.181 0.120 0.09
36 0.546 0.061 0.176 0.088 0.128 0.08
37 0.039 0.115 0.277 0.331 0.237 0.03
38 0.048 0.139 0.263 0.328 0.222 0.09
39 0.629 0.040 0.125 0.100 0.107 0.08
40 0.519 0.047 0.200 0.102 0.133 0.10
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yadoya | STAFF | INFORM | CREDIT | PROCESS | PLACE CR
1 0.084 0.372 0.104 0.245 0.196 0.03
2 0.115 0.145 0.055 0.092 0.593 0.08
3 0.090 0.09 0.074 0.119 0.628 0.03
4 0.282 0.34 0.124 0.13 0.124 0.02
5 0.227 0.197 0.227 0.197 0.152 0.02
6 0.225 0.171 0.259 0.196 0.149 0.01
7 0.329 0.165 0.221 0.143 0.143 0.02
8 0.109 0.381 0.381 0.056 0.072 0.09
9 0.143 0.126 0.576 0.097 0.058 0.09




M3190 4.2 (90)

56

Glgﬂ‘i’f‘illl“ﬂ STAFF INFORM CREDIT PROCESS PLACE CR
10 0.256 0.156 0.045 0.226 0.316 0.05
11 0.270 0.425 0.177 0.084 0.044 0.10
12 0.484 0.16 0.152 0.139 0.066 0.02
13 0.090 0.151 0.185 0.184 0.389 0.07
14 0.200 0.200 0.200 0.200 0.200 0.00
15 0.200 0.200 0.200 0.200 0.200 0.00
16 0.126 0.264 0.167 0.105 0.338 0.06
17 0.153 0.177 0.135 0.440 0.095 0.07
18 0.369 0.078 0.280 0.126 0.147 0.03
19 0.605 0.056 0.089 0.162 0.088 0.09
20 0.034 0512 0.074 0.164 0.216 0.08
21 0.035 0.486 0.107 0.199 0.174 0.07
22 0.639 0.034 0.094 0.081 0.151 0.10
23 0.605 0.031 0.169 0.093 0.101 0.10
24 0.590 0.060 0.182 0.057 0.111 0.06
25 0.606 0.043 0.144 0.089 0.118 0.09
26 0.580 0.036 0.174 0.085 0.124 0.10
27 0.047 0.393 0.175 0.177 0.208 0.07
28 0.044 0.482 0.146 0.122 0.207 0.02
29 0.574 0.173 0.086 0.068 0.099 0.06
30 0.652 0.034 0.118 0.102 0.094 0.07
31 0.035 0.477 0.110 0.230 0.149 0.10
32 0.541 0.050 0.187 0.108 0.113 0.07
33 0.585 0.043 0.177 0.093 0.102 0.09
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yadeya | STAFF | INFORM | CREDIT | PROCESS | PLACE CR
34 0.632 0.040 0.114 0.093 0.121 0.08
35 0.054 0.525 0.120 0.181 0.120 0.09
36 0.546 0.061 0.176 0.088 0.128 0.08
37 0.039 0.115 0.277 0.331 0.237 0.03
38 0.048 0.139 0.263 0.328 0.222 0.09
39 0.629 0.040 0.125 0.100 0.107 0.08
40 0.519 0.047 0.200 0.102 0.133 0.10
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