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Abstract
Research Title : Satisfaction to the Service of the Deposit of Government Savings Bank,
Wat-Sai Branch
Researcher : Miss Thanunya Charoenrat
Degree : Master of Business Administration
Major : Finance and Banking Management

Advisor T

The purpose of this research was to study personal factors and behavior of customers who
used saving account service of Government Saving Bank at Wat-Sai Branch. Including
satisfaction factors study in saving account service of Government Saving Bank at Wat-Sai
Branch.

This research survey from customers who used the saving account service of
Government Saving Bank at Wat-Sai branch for 390 customers by using questionnaire and
statistical analysis tool such as Frequency distribution, Percentage, Mean and Standard Deviation,
T-test and One-way Analysis of Variance and Chi-Square.

The customers were women more than men at age 30-40 years old. The occupation of
customers were bureaucrat who have income not over 10,000 baht/month and the education
background were Master Degree would use saving account service of Government Saving Bank at
Wat-Sai branch and the research found most of customers came to use the service during
10.01-13.00 o’clock and they came to use the service for 3 times per month. The services which

customers use consist of saving-withdrawing service/ bill payment service which customer realize



that Government Saving Bank was well-established. Besides, the most satisfaction factors of
customers who used account service of Government Saving Bank at Wat-Sai Branch was service
channel and the following was process of service, product and customers have the less satisfied
with staff service.

The customers who had age and income in different manner at statistically significant
level of .05. The occupation and education background in different manner have an indifferent
satisfaction in account service of Government Saving Bank at Wat-sai Branch.

The period of service time related with satisfaction in account service of Government
Saving Bank at Wat-Sai Branch at statistically significant level of 0.05

Due to complication of service process brought to sluggish service. Staffs lack of
knowledge and service process. Bank has not enough facility to serve customers. Bank did not
have staff to suggest customers about process form such as saving/withdrawing form. This
unsatisfied factors let customers looking for other bank service. Automatic Bank Machine is not
sufficient and some of them were out of order.

The short term improvement plan is management should give the policy or direction to
staffs. Long term improvement plan should implant good service attitude to staffs and training to
get staffs ready to work. The staff improvement and implant good service attitude to staffs which
will bring staff ready to give service to customers and it will improve the service quality and it can

serve every customer who come to use bank service.



