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Abstract

This aims of study is to prioritize SERVQUAL dimensions and those scales
each dimension of the three large Thai commercial banks in Bangkok Metropolis and
Sumutprakarn Province using analytical hierarchy process technique. Thirty branch
managers from three large Thai commercial banks, who were interviewed and answered

a questionnaire. Results from the questionnaire were analyzed and synthesized by

analytical hierarchy process methodology using the Expert Choice®software. The
results indicate that the main dimension of SERVQUAL model can order as follows:
Reliability (0.273) Assurance (0.250) Responsiveness (0,186) Tangibles (0,185) and
Empathy (0.106) is the last. And the analysis of scales each dimension found that a
scale of confidence in the reliability dimension, a scale of feeling secure doing
transactions with the bank in the assurance dimension, a scale of queues that move
rapidly in the tangibles dimension, a scale of the employees know their customers
specific needs in the responsiveness dimension, and a scale of the employees are
always friendly in empathy dimension that are important in its dimension. The results
from this study as a guide to anyone interest in bank service quality know that what is
the dimension and scale in bank SERVQUAL model framework that bank has focused

on.



