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ABSTRACT

The objectives of this research were 1) to study the level of service quality of commercial
banks in Suphanburi province, 2) to compare attitudes of commercial bank customers in Suphanburi
province classified by personal factors, 3) to compare attitudes of commercial banking customers
in Suphanburi province classified by consumer behavior, 4) to study the level of service quality of
commercial banks in Suphanburi province that affects customer attitudes. The sample group of this
research was 400 customers who came to commercial banks in Suphanburi province research results:
1) Customer loyalty was satisfaction, affiliation and word of mouth overall was at a moderate level.
2) The loyalty of commercial bank customers in Suphanburi province differs according to factors
of gender age education level occupation and average monthly income. 3) Service quality factors
affect satisfaction, namely attention accuracy the speed of operation punctuality and knowledge
and competence of employees respectively accuracy the speed of operation punctuality and the
knowledge competence of the employees, respectively. As for the engagement factor including the
attention aspect accuracy the speed of operation punctuality knowledge and competence of the
employees, respectively. As for the word-of-mouth factor including the attention aspect accuracy the
speed of operation punctuality knowledge and competence of the employees, respectively

Keywords: commerclal bank, service quality, loyalty, satisfactio, commitment, word of mouth.
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