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This thesis analyzes the levels of satisfaction of customers towards the
services of the Government Savings Banks.

Investigation was first conducted by means of an analysis in terms of
strengths, weaknesses, opportunities and threats (SWOT) vis-a-vis the
provision of services. To this end, copies of a questionnaire were
administered to 400 service receivers. In the period between July 2 and July
31, 2008, these respondents were queried concerning the services provided by
the seven branches of the Government Savings Banks in the Siriraj area.

The daté were analyzed using the Statistical Package for the Social

Sciences (SPSS) computer pfogrém. The data were analyzed and then tabulated
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in percentage form. Additionally, testing was conducted by an application of
the method of one-way analysis of variance (ANOVA).

Findings are as follows:

The SWOT analysis mdicates that in regard to the aspect of strength,
the Government Savings Bank benefits from having the savings of depositors
safeguarded by government guarantees. The bank additionally benefits in
view of its'b‘éinQ an important source of social and economic developmental
funds for the government and as a tool used to maintain national financial
stability. Furthermore, the government is a shareholder in the Government
Savings Banks. This induces greater levels of trust on the part of depositors
because they believe their deposits are fully protected. Finally, the bank
benefits from being able to provide services at the highest level.

In regard to weaknesses, the Government Savings Bank is now in the
process of newly assigning personnel in accordance with service requirements
and so as to facilitate the full adoption of information technology and
improving communication networks in view of needs projected for the future.
However, the researcher has found that some facets of bank management style
have led to tardiness in making the necessary adjustments. Moreover, the
majority of clients do not know that the bank provides the same financial
services as commercial banks.

In regard to opportunities, the Government Savings Bank has developed
various financial products proeviding full cycle service. Additionally, the bank

has expanded service channels for the sake of client convenience.
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In regard to threats, economic conditions, po]iﬁcs, government policies,
and certain regulations requiring conformity with international standards in
addition to peculiar client behaviors and competition in the financial sector in
a rapidly evolving context have all militated against the bank being able to
perform as well as had been planned.

In regard to the investigation of client satisfaction vis-a-vis the services
provided by"”thé Government Savings Bank in the Siriraj area, findings are as
follows:

Of the sample population, the majority were females (60.5 percent).
Almost a third of the sample population were between the ages of twelve and
twenty-five (28.8 percent) with a plurality being married (45.8 percent). Of
those sampled, approximately a third were holders of a bachelor’s degree
(33.8 percent) while university and other students comprised 21.0 percent of
the sample population. Of the respondents, 29.8 percent of the respondents
had an average monthly income of not more than 8,000 baht.

In regard to bank services, the majority used deposit and withdrawal
services (57.3 percent). More than a quarter had been clients of the bank less
than a year (26.5 percent) while the frequency with which more than a third
used the services of the bank was two to three times per month (34.5 percent).
Of the respondents, 31.3 percent used the services of the bank from 10:01 to
11:30 a.m.

| Of the members of the sample population, 56.3 percent were interested

in making deposits using a special savings ticket, 63.3 percent were interested
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i making deposits in Government Savings Bank Life (GSB Life) accounts,
and 87.3 percent were interested in the bank expanding by establishing
department store branches.

Clients evinced high levels of satisfaction in regard to the following
aspects:

In the aspect of building and location, the clients sampled were
satisfied with the degree of safety with which services could be used. In the
aspect of services, the customers were satisfied with various full cycle
financial services. In the aspect of services provided by bank personnel, the
customers were satisfied with the honesty evinced by the personnel. In the
aspect of public relations, the customers were satisfied with bank
announcements of interest rates. The most significant reason for using the
services of the bank was that the Government Savings Bank was backed by
government guarantees.

Differences in the demographical factors of gender, age, marital status,
occupation, and income were not correlated with concomitant differences in
the levels of satisfaction of clients using these services offered by the
Government Savings Bank in the Siriraj area. However, those who differed in
educational level concomitantly differed in their levels of satisfaction at a
statistically significant level of 0.05.

Differences in regard to what services were used, the length of time
haviﬂg been clients of the bank, the frequency with which bank services were

used, and the time at which services were used were not correlated with
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concomitant differences in levels of satisfaction evinced by clients regarding
services offered by the Government Savings Banks in the Siriraj area.
Nonetheless, finally, differences in regard to interest expressed mn
making deposits by means of the special savings ticket, and GSB Life savings
account, the expansion of the bank through instituting néw branches, and the
addition of days in which services are provided were correlated with
concomitant differences in the levels of satisfaction evinced by respondents
vis-a-vis services provided by the Government Savings Banks in the Siriraj

area at a statistically significant level of 0.05.





