560

= Y a v v A Y a d'd v
ﬂ"liﬂﬂ‘lsl"If’!ﬂ!ﬂ1°INﬂ"l51?3‘”5ﬂ"li!!ﬁ%ﬂ"l1N%\‘liﬂ<ﬂﬂﬂﬂlﬂﬁmﬁﬂﬁﬂ"ﬁﬂuwaﬂﬁgﬂﬂﬂﬂ

% da [
mwanymﬁ ﬂ‘iﬁ!%’n nmﬂwm Gumﬁmmsmmmﬂ‘nmmmm

A Study of The Service Quality and Service Providers’ Loyalty Affecting Good Image
: Case Study of the Headquarter of a Thai Commercial Bank
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Abstract

This research aims to study the loyalty of Kasikorn Bank employees to the organization and at
the same time explores the relationship of the quality of their services and loyalty to the bank. This study
will use 400 random samples of Kasikorn employees from Ratburana head office, as there are a diverse
group of employees from various departments at this specific location, which will elevate the accuracy of
the result. The method of research for this study is in a form of questionnaire survey and the data were
tested using descriptive statistics to analyze mean, median and mode of the collected data and multiple
regression was used with statistical significance of 0.05.

The study has revealed that majority of the collected samples of Karsikorn employees are female
with the age range of 21-30 and single, who have graduated with Bachelor’s degree. The result of the
survey has discovered that most employees strongly agree with the quality of service in the area of
physical characteristic of the company, follow by the confidentiality and customer service and service
responsiveness respectively. In the area of employees’ loyalty, the result has revealed that most
employees strongly agree with the willingness and dedication to the organization, follow by being part of
the member of the organization and taking pride in this reputable organization and reliability and
acceptance of organization goals being the third most agree point. In addition, in the area of organizational
image, the employees strongly agree with action as possible. Followed by Environmental Corporate
reputation and the respective sides.

The hypothesis testing found that the quality of service of employees of the Bank of Thailand
and 2 parts. Responsive and caring. Affect corporate image It was also found that loyalty of employees 3
side include Pride in the reputation of the organization Reliability and Acceptance of organizational goals

Affect corporate image Statistically significant at the 0.05 level .

Keywords: Good Image / Thai Commercial Bank
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