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ABSTRACT

The objectives of this research were to study the personal characteristics and
customer satisfaction towards the service of Government Savings Bank Head Office in
Bangkok, and to compare between personal characteristics and the level of
Satisfaction. The sample used for this research is 400 customers ages 15 and above
who use the savings and loan service form the Government Savings Bank. Tools used
to collect data were questionnaires with a 5 point rating scale. Statistics used to
analyze the data were Frequency, Percentage, Average Mean, Standard Deviation,
T-test, and the f-test using the One-Way ANOVA analysis.

The results revealed the following 1) Most of the respondents were females
who hold bachelor’s degrees, are private employees, and earn a monthly salary of
10,001-20,000 baht. 2) Overall satisfaction towards the service of Government Savings
Bank Head Office in Bangkok is at a high level (X = 3.90). When considering each
factor separately, it was found that all of them had average scores at high levels, and
can be ranked in descending order as follows: Place (X = 4.09), Process (X = 4.04),
Personnel (X = 3.99), Service (X = 3.84), Corporate Image (X = 3.82), and Promotion
(X = 3.74) 3) The comparison of the level of satisfaction towards the service of
Government Savings Bank Head Office in Bangkok based on personal factors revealed
that different gender, marital status, salary did not lead to different levels of
satisfaction towards the service, different age lead to difference in satisfaction in
terms of product and promotion, and different occupation lead to difference in
satisfaction in terms of promotion at the 0.05 level of statistical significance.
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