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Abstract

This study had the objectives of 1) studying the customers’ behavior in choosing the
Deposit Services and Family Welfare Life of the Government Savings Bank in Chiang Mai
Province; 2) investigating the factors influencing the customers’ choice and 3) assessing their
satisfaction with the Deposit Services and Family Welfare Life of the Government Savings Bank
in Chiang Mai Province.

The primary data was collected by means of a questionnaire/interview of a sample
group of 377 customers who had used the Deposit Services and Family Welfare Life of the 8
branches of the Government Savings Bank in Chiang Mai Province. The sample selection was
done by Stratifying Random Sampling. Data analysis was done using statistical description, a
Rating Scale based on the Likert Scale.

It was found from the study that there were more female than male customers, aged
between 31-40 years old, married, holding a Bachelor’s Degree. They were engaged in
commerce/private business and had an average income of 10,001 — 20,000 Baht.

The study on the customers’ behavior in choosing Deposit and Family Welfare Life
indicated that most of the customers preferred the Family Welfare Life of short term group
deposit with a long term coverage or Omsin Khu Kwan, where they would be entitled for 100,000

— 200,000 Baht welfare, the most. The deposit time span chosen by most of the customers was



15 — 20 years and the monthly deposit of 10,001 — 25,000 Baht per year. Most of the customers
were recommended by their friends to apply for the Family Welfare Life.

The study results showed that the factors influencing the customers’ choice of deposit
in Family Welfare Life most was the price or amount of deposit, especially that concerning the
premium and the best valuable return offered, followed by the factors related to the process or
convenience of payment. The factor that was ranked in the third place was one that dealt with
personnel, especially the officers’ reliability and credibility.

As for satisfaction levels, the customers expressed satisfaction with the following five
factors: product or type of Family Welfare Life deposit that matched their needs, price or the
good return offered, market promotion or new and continual activities, whereas reliable personnel

and convenience as well as efficient process were the last two factors they were satisfied with.



