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Abstract

This research aims to study expectation and perception on service quality and
behavior of credit card customers in Bangkok toward branch office service. The research
objectives are the relationship between demographic characteristics and behavior of credit card
customer, the relationship between the service quality and behavior of credit card customer, and
the difference between expectation and perception on the service quality. The samples of this
research are 300 credit card holders who use services at the branch office in the past 3 months.
Research instruments used in this study are questionnaires. The data are analyzed and
presented in terms of percentage, mean and standard deviation. The statistical methods include
Paired t-test and Chi-Square.

The results showed that majority of samples are female, aged between 31 — 40
years, held a bachelor’s degree or lower and earned income between 15,001 — 30,000 Baht per
month.

Results of the hypotheses testing at the statistical significance level of 0.05 are as
follows:

1. Perception and expectation of customers are different. The study on the service
quality and behavior of credit card customers in Bangkok toward branch office service suggests
that the respondents view the quality of tangibles, reliability, responsiveness, assurance and
empathy as lower than the expectation.

2. Type of services has relationship with age, income, responsiveness and empathy.

3. Day of use has relationship with age and assurance.

4. Time of use has relationship with age, education, income, service tangibility,

responsiveness, assurance and empathy.

Keywords: Credit card, Branch office, Behavior of credit card holders, Expected Service,

Perceived service
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