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ABSTRACT

This independent study aims to study service quality perception of customer of the
Government Savings Bank (GSB) at branches within Bangkae district, Bangkok Metropolitan
400 questionnaires were used to collected data from customers of the GSB 8 branches namely
Bangkae, Ta-rad Phloo, Tha Phra, Jarunsanitwong, Wat Sai, Bang Plad, Taling-Chan and
Sedthakit Village. The data were analyzed by descriptive statistics: frequency, percentage, mean,
and standard deviation, and by inferential statistics: T-test and F-test (one way ANOVA).

Based upon the findings, most respondents were female, students, aged between 16 —
25 year, earned 5,000 — 15,000 baht as monthly income and hold post-graduate level of education.
They chose to use services from various branches but Bangkae branch was their most favorite
branch. Regarding the convenient location of the GSB’s branch where was situated nearby
respondents’ house and working place, as well as their strong belief in the bank’s stability, which
considered as the greatest qualification that made GSB more superior than others, the majority of
the respondents had owned 1 saving account for 1 — 2 year period of time. It was found that the

respondents perceived high in all factors of service quality and the highest quality factor was



found in the security term. Yet, the lowest mean went to the convenience of customer receiving
services. In terms of problem, the respondents rated the overall problem at moderate level and the
problem they found the most was from the people factor.

In addition, the study found that gender, age, education level, and occupation did not
affect the respondents’ perception toward service quality but monthly income did have different
effect on the respondents’ perception. However, the different numbers of saving accounts they
had and the different length of time periods in using services from the GSB brought the
indifferent perception toward service quality.

According to the findings, the respondents rated high important on all service quality’s
factors but the problems found for the overall service factors in moderate level. This implied that
the GSB still had service problems to be improved, especially problems in service people factor.
It was, therefore, suggested that in order to compete with other banks successfully, the GSB
should arrange some trainings for bank people so that they could gain knowledge, be constructed

the service minds and be more competitive.



