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Abstract

The objectives of this study were to investigate the expectation and the perception of the service
quality and to determine guidelines to improve service quality of Siam Commercial Bank, Wapi Phathum Branch.
The questionnaires were collected data from 400 customers. PESTE Analysis, competitor analysis, SWOT analysis
were performed. The results from the analyses were used to define the following 4 projects as the guidelines for
improving service quality of Siam Commercial Bank, Wapi Phathum Branch: Project 1 Cash Deposit Machine install-

ing, Project 2 Sharing Knowledge, Project 3 Manager Front Stage, and Project 4 Service Planner.

Keywords: Service Quality, Siam Commercial Bank
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