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ABSTRACT
The purposes of this quantitative study were to 1) explore the service quality of specialized
financial institutions, 2) study factors influencing revisit intention of customer at specialized financial
institutions, and 3) study service quality of specialized financial institutions that influenced revisit intention
of customers in Pathum Thani province. Data were collected from the customers who had visited four
specialized financial institutions in Pathum Thani province: Government Savings Bank, Bank for Agriculture
and agricultural cooperatives Government Housing Bank and the Islamic Bank of Thailand. The statistics

used in the data analysis included percentage, mean, standard deviation, and multiple regression.

The findings were as follows. First, the customers prioritized customer assurance and
personal customer service at the highest level and prioritized reliability and dependability, tangibility, and
speed at a very high level. Second, the customers gave the greatest priority to viva voce and revisit at the
highest level. Third, the analysis of service quality that resulted in revisit revealed that the influence
coefficient was 0.816. It was found that the quality of service of personal customer care (X1) had the most
influence, followed by reliability and dependability (X2), tangibility (X3), and customer assurance. (X4) and
speed (X5), respectively, with a statistical significance of 0.05. The intention to re-use the services of
specialized financial institutions in Pathum Thani province was shown in the following equation: Y - 0.644

+0.547 (X,) + 0.467 (X,) + 0.307 (X;) + 0.334 (X,) + 0.143 (X,)

The body of knowledge gained from this research is a study of the importance of quality of
specialized financial institutions. It was found that the service users prioritized trust. However, the analysis
of factors affecting revisit reveals that personal customer care is the most important. That is, the customers
want to have individual attention and an appropriate response to their needs. Also, they need to be taken
care of immediately and offered off-site services. Therefore, specialized financial institutions should pay

attention to factors affecting customer revisit, especially giving equal attention to customers of all kinds.
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