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ABSTRACT
174009

The research aims to: 1) examine levels of customers’ opinions on the management of
Phranakhon Si Ayutthaya province branches of the Government Savings Bank; 2) study
customers’ behavior in using the service of the Bank; 3) investigate satisfaction levels of
customers; 4) compare levels of customers’ opinions on the management of the Bank,
categorized by their personal factors; 5) compare the satisfaction levels of customers of the Bank,
categorized by their personal factors; 6) examine the relationship between the customers’ personal
factors and their service use behavior; and 7) study the relationship between levels of customers’
opinions on the management of the Bank and the satisfaction levels of the customers. Data were
gathered from 400 customers, and analyzed using SPSS with descriptive statistics: frequency,
percentage, means, and standard deviation. Differences were compared using t-test. One-way
ANOVA was analyzed using F-test. Minimum significant pairwise mean differences were tested
by the LSD. Also, the relationship was tested and determined with a chi-square test and Pearson’s
product-moment correlation coefficient.

Findings indicated that:

1. The customers’ opinions on the management of Phranakhon Si Ayutthaya province
branches of the Government Savings Bank were at the high level in terms of planning,
organizing, and controlling. Their opinions on the bank’s coordination were at the moderate
level.

2. The customers of Phranakhon Si Ayutthaya province branches of the Government
Savings Bank used the bank services due to the fact that those branches were located nearby. The

service used was deposit service.
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3. The satisfaction le_:vels of the customers were high in terms of the bank’s personnel
and facilities. Their levels of satisfaction towards the bank’s public relatioﬂs and information
technology were moderate.

4. The comparison of levels of customers’ opinions on the management of the Bank,
categorized by their personal factors, indicated that differences in age and incomes resulted in
differences in the levels of customers’ opinions on the management of the Bank in the aspect of
planning. Differences in the customers’ levels of education resulted in difference in the levels of
customers’ opinions on the management of the Bank in the aspects of coordination and
controlling. Difference in the customers’ occubations resulted in difference in the levels of
customers’ opinions on the management of the Bank.

5. The comparison of satisfaction levels of the customers, categorized by their personal
factors, showed that difference in the customers’ occupations resulted in difference in their
satisfaction levels. Difference in the customers’ status resulted in difference in their satisfaction
levels in terms of the bank’s personnel.

6. The examination of the relationship between the customers’ personal factors and
their service use behavior indicated that their age, education, and occupations related to the
reasons for choosing services of the Bank. Education and occupations also related to the decision
to choose types of services offered by the Bank.

7. The study of relationship between levels of customers’ opinions on the management
of the Bank and their satisfaction levels showed that the bank’s planning, organizing,
coordinating, and controlling related to the customers’ satisfaction towards the bank’s personnel
and facilities at a high to moderate level. The bank’s public relations and information technology

related to the customers’ satisfaction at a moderate to low level.



