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This research had the purpose for studying the relationship between the images of
the organization impacting the loyalty of customers of the government savings bank Samut
Sakorn zone and studying the quality of service impacting the loyalty of customers of the
government savings bank Samut Sakorn zone. The sampling group used in this research was
the customers of the government saving bank, only for 9 branches of the government saving
bank-Samut Sakorn zone, around 900 people. Statistics used for analyzing were mean,
standard deviation and Pearson coefficient correlation.

The result found that customers of the government savings bank, Samut Sakorn
zone, mostly were female; their age was between 26-35 years old; they were single; their
educational level was the bachelor degree; they were employees; their average salary was
more than 20,000 baht. The quality of the service of the government savings bank, Samut
Sakorn zone, generally was the high level. It found that customers of the government saving
bank, Samut Sakorn zone, highlighted the most on the reliability; the secondary was
assurance the; the least was the responsiveness. The image of the government saving bank,
Samut Sakorn zone, in general was the high level. It found that customers of the government
saving bank, Samut Sakorn zone, highlighted the most on the cognitive component and the
cognitive component; the secondary was the affective component; the least was the
perceptual component. The loyalty of customers of the government savings bank, Samut
Sakorn zone, in general was the high level. It found that customers of the government savings
bank, Samut Sakorn zone highlighted the most on the company characteristics, the
secondary was the consumer-brand characteristics; the least was the trust in brand. The
relationship between the quality of the service and the loyalty of customers of the government
savings bank in general found that there was the positive relation at the medium level. The
relationship between the quality of service and the customers’ loyalty impacting to the
government saving bank in general found that there was the positive relation at the medium
level.

The suggestion from the research found that the government saving bank should
be improved about the responsiveness to customers. For example, staffs should be more
punctual for the appointment; staffs should be more enthusiastic for giving service, the public
relations should be reached customers to be informed about projects and activities of the
bank; the quality and the brand should be improved for being better known so that customers
had more trust in the brand.
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