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Abstract

This study aimed to examine mechanic clue theory & market orientation that affect the customer’s
attitude, behavior, and perception towards service quality of large commercial banks in Chonburi.
The research methodology was conducted by both qualitative and quantitative methods. Three
different types of questionnaire surveys were used to explore 340 officers of large commercial
banks, 340 customers, and 170 branch managers of the banks. The data was analyzed by
descriptive statistics, confirmatory factor analysis, and latent construct analysis. In addition,

the qualitative interview was conducted to reconfirm the research findings and explanation.

The results indicated that the perception of mechanical facets of the banks’ officers had
significantly positive effects on their attitudes toward the job, which positively affects their human
facet (service behaviors), which, in turn, positively affect customers’ perceptions toward service
quality of the banks. In addition, the perception of mechanical facet of the customers had
significantly positive effects on their perceptions toward service quality of the banks. However, it
was found that focus on marketing had no significant impact on customers’ perceptions toward
service quality of the banks.

Keywords: quality service management, organization psychology, organization behavior
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