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ABSTRACT

The objective of this independent study was to explore deposit customers’
satisfaction towards services marketing mix factors of the Government Savings Bank, Doi Tao
branch, (Community Bank), Chiang Mai province. Population for this study was specified to the
group of deposit customers at the mentioned bank. The questionnaire, as the tool to collect data,

was randomly distributed to 313 customers, then; the collected data was analyzed by the

application of descriptive statistics using for frequency, percentage, and means.

Based upon the study, most respondents were married female government
servants/government enterprise employees in the ages between 31 - 45 years old, with bachelor’s
degree, and with 5,000 — 10,000 baht as monthly income. They had been the customers of the
Government Savings Bank, Doi Tao branch for 2 -3 years by owning a saving type of account,
They mastly asked for the deposit service from the bank and the frequency of their visit to this
bank was approximately 1 — 2 times a month. Reason for choosing this bank was mentioned for
the convenient aspect since it was located nearby their accommodations and offices.

According to the studying results conducted upon the customers’ expectation
towards the deposit service marketing mix factors of the Government Savings Bank, Doi Tao
branch (Community Bank), the respondents paid their concerns at high level for the factors
namely people, place, physical evidence, service process, product and service, promotion, and

price, in orderly,



Regarding to the customers’ satisfaction after receiving services from the bank,

they rated their satisfaction at high level for factors namely physical evidence, people, servi;:e
process, place, promotion, and product/service, in orderly. However, for the price factor, they
rated their satisfaction at moderate level only.
' The ﬁrst sub-items of factors that those respondents rated in terms of customers’
expectation were shown hereafter. In terms of product and service, they rated for the service
standard the bank offered to all types of customers. In terms of price, they rated for the charge
occurred in the different branch deposit / money transfer service, In terms of place, they rated for
the location where was convenient for them to go to. In terms of promotion, they rated for the
souvenirs distributed during festivals and special occasions such as Savings Day, Children Day,
and Savings Week. In terms of people, they rated for the enthusiasm of people to offer services.
In terms of service process, they rated for the accuracy of data recording process and the rapidity
to offer deposit, withdraw, and transfer services. In terms of physical evidence, they rated for the
acceptable fame and stability of the bank itself.

The first satisfied sub-items of factors that those respondents rated for after
receiving services from the bank were shown hercafter. In terms of product and service, they
rated for the 24-hour service through ATM. In terms of price, they rated for the charge of
ATM/VISA DEBIT cards. In terms of place, they rated for the proper location to reach to, In
terms of promotion, they rated for the souvenirs distributed during the festivals or special
occasions such as Savings Day, Children Day, and Savings Week. In terms of people, they rated
for the neat and clean dressing of bankers. In terms of service process, they rated for the service
providing in queue card system. In terms of physical evidence, they rated for the acceptable fame
and stability of the bank itself, ‘

The results of comparative study upon done the expectation of customers before
receiving services were equally rated at high level for factors namely physical evidence, people,
service process, place, promotion, and product and service. As a result of this comparison, this
findings suggested that the customers recognized the working results of product and service as
same as they did with their expectation. In addition, it could indicate that the customers satisfied
with the services they received from the bank. However, though the customers’ expectation

towards price factor was rated at high, they rated for their satisfaction at moderate level only.



