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Factors affecting customer satisfaction towards using Government Savings

Bank services, Phrom Khiri District, Nakhon Si Thammarat Province

Paphawee Suwannarat
ABSTRACT

The study of the marketing mix factors (7Ps) affecting customer satisfaction in
using the services of the Government Savings Bank, Phrom Khiri Branch, focused on
studying how the factors, namely products, prices, distribution channels, marketing
promotions, personnel, service processes, and physical environment, were related to
the level of customer satisfaction. This study was conducted by collecting data from
a sample of 400 customers of the bank, covering both general customers and special
service customers, in order to obtain in-depth information and sguidelines for
improving services to better meet customer needs. Data was collected using a
questionnaire, and statistics used for data analysis included percentage, mean, and

standard deviation, with a significance level of .05 at a confidence level of 95
The research results found that the factors that most affect customer satisfaction are
the service process and personnel, which create impressions and trust for customers.
In addition, physical environmental factors such as cleanliness, convenience, and
appropriate space design also affect the overall feelings of service users. Product and
price factors are also important factors that customers use to make decisions about
choosing a bank's services. The sample group from the study also showed that
customers who use the service at different times have different levels of satisfaction
according to the convenience and quality of the service they receive. The
Government Savings Bank should focus on developing services by emphasizing
training personnel to have good skills and manners, as well as improving the bank's
environment to be modern and responsive to customer convenience. Marketing
promotions that target the target group and presenting appropriate services should
also be given importance in order to create maximum satisfaction and increase

customer loyalty to the bank in the long term.

Keywords: Government Savings Bank, Customers, Bank Services, Satisfaction and
Service
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