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ABSTRACT 

 

 This objective of independent study was customer satisfaction towards service 

quality of Government Savings Bank at Changpuak Gate Branch in Mueang Chiang Mai District.  

The study used  the concept of  service quality. The method used was collecting data from 400 

questionnaires distributed to customers in the bank and the data was analyzed by descriptive 

statistics such as frequency, percentage and mean. 

 The results showed that correspondents were satisfied with all service quality at high 

level as follows : 1) Assurance, the highest satisfaction was the making customers felt safe in 

their transaction  and the lowest was the employees who had the knowledge to answer customers 

questions 2) Empathy, the highest satisfaction was the convenient business hours and the lowest 

was the service giving customers equally attention 3) Reliability, the highest satisfaction was the 

maintenance of  equipment was available to use and the lowest was the providing services as  

promised 4)Tangibles, the highest satisfaction was the dressing of the staff and the lowest was the 

convenience and comfort outside the bank 5) Responsiveness, the highest satisfaction was the 

readiness to respond to customer’s requests  and the lowest was the prompt and efficiency service 

to customers, respectively. 

 


