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ABSTRACT

This independent study aimed to explore customer satisfaction towards services of
the Government Savings Bank, Chiangdow branch, Chiang Mai province. Data collection was
completed through 321 customers of the referred bank as the study sample group. Then, the
collected data were analyzed by the descriptive statistics including frequencies, percentages, and
means.

According to the study, it was found that most respondents were married male in the
ages between 21 — 35 years with Bachelor’s degree. Their career was mostly stated to the officials
for government organizations. In average, they could earn their monthly income at the amount of
10,001-20,000 baht. Most of them had taken services from the Government Savings Bank,
Chiangdao branch, Chiang Mai province for 2-3 years. The frequency in taking the services
(financial transactions like depositing, withdrawing, and updating book bank) at this bank was
specified to 1-2 times a month. The day that they came to take services was uncertain, but the time
they mostly came to the bank was found during 10.30-12.30 am. The reason in selecting the
Government Savings Bank, Chiangdow branch was indicated to its fame and stability and the
source of information where they learnt about this bank was indicated to the recommendations
given by their friends/colleagues.

Based upon the study on customer satisfaction towards service marketing mix

factors, it was found that the respondents averagely rated their satisfaction at high level for the



following factors; people, products/services, physical evidence and presentation, place, process,
and promotion, in orderly. However, they rated their satisfaction at moderate level for the price
factor.

In terms of products/services, the first three sub-factors which they rated their
satisfaction at highest were given to the people bank project, the deposit service done through
saving certificate, and the special saving service, in orderly.

In terms of price, the first three sub-factors which they rated their satisfaction at
highest were given to the interest rate of people bank project, the rewards for premium saving
certificate, and the premium rate of GSB life, in orderly.

In terms of promotion, the first three sub-factors which they rated their satisfaction
at highest were given to the privilege in getting fee waives when subscribing for ATM and VISA
DEBIT cards and having the stable interest rate in the first year for new customer, the waive of
loan fee, and the reduction of loaning interest rate for the top graded customer, in orderly.

In terms of place, the first three sub-factors which they rated their satisfaction at
highest were given to the convenient location for transportation, the sufficiency of parking lots,
including the availability of deposit service done outside the bank, and the working hours of the
bank (Monday — Friday), in orderly.

In terms of people, the first three sub-factors which they rated their satisfaction at
highest were given to the good manner which included the politeness and friendliness of the staff,
the well knowledge which included the competence, and the ability in providing services of the
staff, the good personality with smiley face and nice talking of the staff, and the honesty,
reliability, and trustfulness of the staff, in orderly.

In terms of physical evidence and presentation, the first three sub-factors which they
rated their satisfaction at highest were given to the fame and reliability of the Government
Savings Bank it self, the sufficiency of seats to sit while they waiting for service, and the
sufficiency of amenities such as tables, chairs, televisions, newspapers, and drinking water to be
served while they waiting to get service for service, in orderly.

In terms of process , the first three sub-factors which they rated their satisfaction at
highest were given to the rapidness in doing any transactions, the appropriate time spent for

queuing up to take services, and the accuracy and reliability of the working system, in orderly.



