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ABSTRACT
The objectives of this research are: 1) to compare service quality at a commercial bank
in Pattaya, Chonburi Province, based on personal factors, and 2) to compare service quality at a
commercial bank in Pattaya, Chonburi Province, based on banking service usage behavior. The
sample group for this research consists of 400 individuals who used the services of a commercial
bank in Pattaya, Chonburi Province, with the total population being unknown. The statistical

methods used for data analysis include frequency, mean, and the analysis of variance (ANOVA).
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The findings reveal that: 1) different personal factors, such as gender, age, and occupation,
influence the quality of service at a commercial bank in Pattaya. and 2) that different banking
service usage behaviors, such as service duration, service frequency, and transaction type,
significantly affect service quality at a commercial bank in Pattaya at the 0.05 level of statistical

significance.
Keywords: Service quality; Banking service usage behavior; Commercial bank
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