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Factors Influencing Customer Satisfaction with the Services of

Government Savings Bank, Tak Bai Branch

Somruthai Maneechot
ABSTRACT

The study on factors affecting customer satisfaction with the services of Government
Savings Bank, Tak Bai Branch, have the following objectives: to study the demographic
factors affecting customer satisfaction with the service quality of the Government Savings
Bank, Tak Bai Branch, and to study the marketing mix factors (7Ps) Influencing customer
satisfaction with the service quality of the Government Savings Bank, Tak Bai Branch. The
sample group is the customers who use the services of the Government Savings Bank, Tak
Bai Branch, in Tak Bai District, Narathiwat Province, between August and December. Data
were collected using a questionnaire, and the statistical methods used for data analysis
included frequency, percentage, mean, standard deviation, comparison of two means, one-
way analysis of variance and multiple regression analysis.

The study found that the overall marketing mix factors were at a very good level, with the
process aspect having the highest mean value, followed by the physical evidence, personnel,
promotional activities, distribution channels, price, and product, in order. And the overall customer
satisfaction with the service quality was at a very good level. In terms of understanding and perceiving
the needs of the service recipients, the aspect with the highest mean. The next aspect is the tangibility
of the service, while the aspect of assurance has the same mean value. The aspects of credibility or
trustworthiness and responsiveness, in that order, were found, and it was discovered that the
demographic factors include gender, age, level of education, average monthly income, frequency of
service use, and different types of service usage. These factors affect customer satisfaction with the
service quality of the Government Savings Bank, Tak Bai Branch, in different ways, at a statistically
significant level of 0.05. And the marketing mix factors affect customer satisfaction with the service
quality of the Govemment Savings Bank, Tak Bai Branch. The aspects of service tangibility, credibility
or trustworthiness, responsiveness, and assurance. The aspect of understanding and perceiving the

needs of the service recipients is statistically significant at the 0.05 level.

Keywords: Consumer behavior, marketing mix factors, and service quality factors.
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