
83 

รายการอางอิง 
 

ภาษาไทย 
หนังสือ: 
 
วิฑูรย ตันศิริคงคล. (2542). AHP กระบวนการตัดสินใจทีไ่ดรับความนิยมมากที่สุดในโลก. 

กรุงเทพมหานคร: กราฟฟคแอนดปร้ินติ้ง. 
ธนาคารกรุงเทพ. (2551). ธนาคารกรุงเทพ รายงานประจําป 2550. กรุงเทพมหานคร. 
ธนาคารกสิกรไทย. (2551). ธนาคารกสิรกรไทย รายงานประจําป 2550. กรุงเทพมหานคร. 
ธนาคารไทยพาณิชย. (2551). ธนาคารไทยพาณิชย รายงานประจําป 2550. กรุงเทพมหานคร. 
ธนาคารธนชาต. (2551). ธนาคารธนชาต รายงานประจําป 2550. กรุงเทพมหานคร. 
 
บทความ: 
 
ตรีทศ เหลาศริิหงษทอง  อมร อมรสรวง  พงษกร สุริยวนากุล และสยามรัฐ คงทอง. (2547) ผล

สํารวจความตองการ – ความคาดหวงัของนักศึกษาที่มีตอหลักสูตรและบริการ
การศึกษาโดยอาศัยแบบจําลอง Service Quality (SERVQUAL). วารสารสมาคม
สถาบนัการศกึษาขัน้อุดมศึกษาแหงภูมิภาคเอเซียตะวนัออกเฉียงใตประจําประเทศ
ไทย, 7(1), 131-145. 

รุง โปษยานนท มัลลิกะมาส  ดอน นาครทรรพ และผจงจิต จิตตะมัย. (2548) ความทาทายของ 
ธนาคารพาณชิยภายใตการเปลี่ยนแปลงของสภาพแวดลอมทางเศรษฐกจิและ
การเงนิ. ธนาคารแหงประเทศไทย, พฤศจิกายน. 

 
 
 
 
 
 
 
 



 84

ภาษาอังกฤษ 
Books:  
 
Buzzell, R.D., & Gale, B.T. (1987). The PIMS Principles: Linking Strategy to Performance. 

New York: Free Press. 
Berry, L.L., & Parasuraman, A. (1991). Marketing Services – Competing through Quality. 

New York: Free Press. 
Parasuraman, A., Berry, L.L., & Zeithaml, V.A. (1990). Delivering Quality Service:  

Balancing Customer Perception and Expectations. New York: Free Press.  
Saaty, T.L. (1980). The Analytical Hierarchy Process. New York: McGraw-Hill. 
 
Articles: 
 
Allred, A., & Addams, H.L. (2000). Service quality at banks and credit unions: What do  

their customers say? Managing Service Quality, 10(1), 52-60. 
Arasli, H., Mehtap-Smadi, S., & Katircioglu, S.T. (2005). Customer service quality in the 

Greek  Cypriot banking industry. Managing Service Quality, 15(1), 41-56. 
Avkiran, N. K., (1994). Developing on instrument to measure customer service quality in  

branch banking, International Journal of Bank Marketing, 12(Nov), 10-18. 
Bahia, K., & Nantel, J. (2000). A reliable and valid measurement scale for perceived 

service quality of bank. International Journal of Bank Marketing, 18(2), 84-91. 
Caruana, A. (2002). Service loyalty: The effects of service quality and the mediating role 

of customer satisfaction. European Journal of Marketing, 36(7/8), 811-828. 
Chen, C.–F. (2006). Applying the analytical hierarchy process (AHP) approach to  

convention site selection. Journal of Travel Research, 45(2), 167-174. 
Chow, C.C., & Luk, P. (2005). A strategic service quality approach using analytic  

hierarchy process. Managing Service Quality, 15(3), 278-289. 
Conin, J.J., & Taylor, S.A. (1992). Measuring service quality: reexamination and 

extension. Journal of Marketing, 6(July), 55-68. 



 85

Cui, C.C., Lewis, B.R., & Park W. (2003). Service quality measurement in the banking 
sector in South Korea. International Journal of Bank Marketing, 21(4), 191-
201. 

Donnelly, M., Kerr, N.J., Rimmer, R., & Shiu, E.M. (2006). Assessing the quality of  police 
services using SERVQUAL. Policing: An International Journal of Police 
Strategies & Management, 29(1), 92-105. 

Frost, F.A., & Kumar, M. (2000). INTSERVQUAL: an internal adaptation of the GAP 
model in a large service organization. Journal of Service Marketing, 14(5), 
358-377. 

Ghobadian, A., Speller, S., & Jones, M. (1994). Service quality concepts and models. 
International Journal of Quality & Reliability Management, 11(9), 43-66. 

Gilmore, A., & Carson, D. (1992). Research in service quality: have the horizons become 
too narrow? Marketing Intelligence & Planning, 10(7), 5-7. 

Gronroos, C. (1984). A service quality model and its market implications. European 
Journal of Marketing, 18(4), 36-44. 

Haywood-Farmer, J. (1988). A conceptual model of service quality. International Journal 
of Operations & Production Management, 8(6), 19-29. 

Hedley, K., White, J., Petit dit de la Roche, C., & Benerjea, S., (2006). The Retail Banking 
Industry in 2015: Trends and Strategies to Focus on and Develop. Strategic 
Direction, 23(6), 32-34. 

Hwang, J.H., & Sneed, J. (2007). Developing a performance criteria model for school  
foodservice. Journal of Hospitality & Tourism Research. 31(1), 111-129. 

Ibrahim, E.E., Joseph, M., & Ibeh, K.I.N. (2006). Customers’ perception of electronic 
service  delivery in the UK retail banking sector. International Journal of 
Bank Marketing, 24(7), 475-493. 

Jenkins, H., (2007) Adopting internet banking services in a small island state: assurance  
of bank service quality, Managing Service Quality, 17(5), 523-537. 



 86

Joseph, M., McClure, C., & Joseph, B. (1999). Service quality in the banking sector: the 
impact of technology on service delivery. International Journal of Bank 
Marketing, 17(4), 182-191. 

Kueh, K., & Voon, B.H. (2007). Culture and service quality expectations evidence from 
Generation Y consumers in Malaysia. Managing Service Quality, 17(6), 656-
680. 

Kumar, K. & Hillegersberg, J. V., (2008) Bank-in-a-box: An ICT architecture, Managerial  
Finance, 34(6), 413-422. 

Ladhari, R. (2008). Alternative measures of service quality: a review. Managing Service  
Quality, 18(1), 65-86. 

Lassar, W.M., Manolis, C., & Winsor, R.D. (2000). Service quality perspectives and 
satisfaction in private banking. Journal of Service Marketing, 14(3), 244-271. 

Lau, P.M., Akbar, A.K., & Fie, D.Y.G. (2005). Service quality: a study of the luxury hotels 
in Malaysia. Journal of American Academy of Business, Cambridge, 7(2), 
46-55. 

Min, H., Mitra, A., & Oswald, S. (1997). Competitive benchmarking of health care  
quality using the analytical hierarchy process: an example from Korean 
cancer clinics. Socio-Economic Planning Sciences, 31(2), 147-159. 

Molhotra, N.K., Ulgado, F.M., Agarwal, J.G., & Wu, L. (2005). Dimensions of service 
quality in developed and developing economies: multi-country cross culture 
comparisons. International Marketing Review, 22(3), 256-278. 

Najjar, L., & Bishu, R.R. (2006). Service quality: a case study of a bank. The Quality 
Management Journal, 13(3), 35-44. 

Oh, H. (1999). Service quality, customer satisfaction and customer value: a holistic  
perspective. International Journal of Hospitality Management, 18, 67-82. 

Parasuraman, A., Berry, L.L., & Zeithaml, V.A. (1985). A conceptual model of service 
quality and its implications for future research. Journal of Marketing, 49(3), 
41-50. 



 87

Parasuraman, A., Berry, L.L., & Zeithaml, V.A. (1988). SERVQUAL: a multiple-item scale 
for measuring consumer perception of service quality. Journal of Retailing, 
64(1), 12-37. 

Parasuraman, A., Berry, L.L., and Zeithaml, V.A. (1991). Refinement and reassessment 
of the SERVQUAL scale. Journal of Retailing, 67(4), 420-450. 

Petridou, E., Spathis, C., Glaveli, N., & Liassides, C. (2007). Bank service quality: 
empirical evidence from Greek and Bulgarian retail customers. International 
Journal of Quality & Reliability Management, 24(6), 568-585. 

Phusavat, K., & Kanchana, R. (2007). Competitive priorities of manufacturing firms in  
Thailand. Industrial Management & Data Systems, 107(7), 979-996. 

Seth, N., Deshmukh, S.G., & Vrat, P. (2005). Service Quality models: a review. 
International Journal of Quality and Reliability Management, 22(9), 913-949. 

Spathis, C., Petridou, E., & Glaveli N. (2004). Managing service quality in banks: 
customers’ gender effects. Managing Service Quality, 14(1), 90-102. 

Sweeney, J.C., Soutar, G.N., & Johnson, L.W. (1997). Retail service quality and 
perceived value. Journal of Consumer Service, 4(1), 39-48. 

Ta, H.P., & Har, K.Y. (2000). A study of bank selection decisions in Singapore using the 
analytical hierarchy process. International Journal of Bank Marketing,18(4), 
170-180. 

Taylor, S.A., & Baker, T.L. (1994). An assessment of the relationship between service 
quality and customer satisfaction in the formation of customers’ purchase 
intentions. Journal of Retailing, 70(2), 163-178. 

Ugboma, C., Ibe, C., & Ogwude, I.C. (2004). Service Quality measurements in ports of a 
developing economy: Nigerian ports survey. Managing Service Quality, 
14(6), 487-495. 

Yang, J., & Lee, H. 1997, An AHP decision model for facility location selection. 
Facilities, 15(9/10), 241-254. 



 88

Zeithaml, V.A. (2000). Service quality, profitability, and the economic worth of 
customers: what we know and what we need to learn. Journal of the 
Academy of Marketing Science, 28(1),  67-85. 

Zhu, F.X., Wymer, W.J., & Chen, I. (2002). IT-based services and service quality in 
consumer banking. International Journal of Service Industry Management, 
13(1), 69-90. 

 
 


