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Abstract

The purposes of this research were to 1) study satisfaction of the customers of Government
Saving Bank at Songphinong Branch, 2) study the relationship between service factors and satisfactions
of service. The sample size was 400. The statistic methods used in data analysis including percentage,
mean, standard deviation and the hypothesis testing was t-test, and one - way ANOVA.

The findings were, the majority of customers were female presented (53.3%), with ages
between 36-45 years old (56.8). The most of the respondents were graduated in bachelor degree (28.30
%), income between 5,001 - 15,000 Bath (47.3%), clients of the bank between 4-7 years (45.5%). For
the type of service, in term of deposit account, the mostly used service was current account presented
(32.30 %). For Savings Certificates, the mostly selected type was Premium Savings Certificates Service,
(72.80%). For GSB Life the mostly used Service was GSB Money Plus presented (22.00 %). And the
financial credit service, the most popular was Welfare Loan (33.00 %).

The level of satisfaction of the customers towards Government Saving Bank, Songphinong
Branch was at high in the aspects of service staff, service process, service fee, tools and facilities,
service zone, and general environment. The customers were different in population characteristics, had

different satisfaction level at the significant level 0.05.
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