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ABSTRACT

The purpose of this study is to investigate Customer Satisfaction Toward Mobile Vehicle
Services of the Government Savings Bank in Bangkok. The population used in this research was
the customers of the mobile service car in Bangkok. The quota samplings were 400 customers.
The data collection in this study was questionnaire. Data analysis was done by employing
descriptive statistic and other statistics, such as, frequency, percent and means.

The results of the study showed that most respondents were female, aged between 11 to
20 years old and single. They had primary school education or lower, students status and earned
approximately 5,000 baht a month. They knew from their schools that the Government Saving
Bank had the mobile car service. They were customers of the mobile car service less than one
year. The reasons for using the services were convenience and close to their homes and
workplaces. They used the saving services 1-4 times a month.

It was found that the respondents’ satisfaction toward the mixed factors of service
marketing had wholly meant at high satisfaction level; and most factors were at high satisfaction
level but price factor was at medium satisfaction level. The factors which had meant at high

satisfaction level could be summarized in descending order as follows: personal factor, product




factor, physical factor, process factor, efficiency services factor, place factor and promotion
factor, respectively.

In details of each factor, it was found that the highest satisfaction level in sub-factors
were as the following, Product factor was the attraction mobile service car color. Price factor
was the deposit interest rate. Place factor was the convenient location of mobile service car,
Promotion factor was the visibiiity of advertising board and notices. Personal factor was the
knowledge, ability and expertise of staff. Physical factor was the modern facilities, Process
factor was the adequate deposit and withdrawal slips. Efficiency services factor was no mistake
services.

For problems and suggestions, the mobile service car of the Govemm;ent Saving Bank
should be improved in services such as available faciiities for waiting area, counter and chairs,
including the shelter which prevented customers from sun and rain. A number of mobile service
cars should be increased in order to give service on every working days, including expanding
service locations- to satisfy customers’ needs. In terms of marketing promotion, it was suggested
that advertisements and public relations should be increased to inform customers about the
mobile service cars widely.

| In teﬁns of personal factor service-minded should be implemented, including greeting
gesture, smiling, fast-services and the sufficient staff. In mobile service car .interior, it was
suggested that service counter should be improved to provide the more channel of communication
between customers and staff, and short questionnaire should be available on the service counter to

inquire the customers’ satisfaction towards the services to improve the mobile car services,




