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Abstract

The purpose of this research was 1) to study the loyalty in using Government Savings
Bank of the people in Bangkok 2) to study the loyalty in using Government Savings Bank of
the people in Bangkok separated by personal characteristics 3) to study the quality of service

factors affecting the loyalty in using Government Savings Bank of the people in Bangkok.

The sample group was 400 people using the government savings bank in Bangkok.
The questionnaire was used to be a tool for collecting the data. The data collected were
analyzed by using the frequency, percentage, mean and standard deviation. The hypotheses
were tested by Independent Sample (t-test), One-Way ANOVA (F-test), in case of its had
statistical significant different testing a pair of variables by LSD was used to test hypothesis

for each pair in order to see which pair are different and Multiple Regression Analysis.

The findings were as follows: The level of the loyalty in using Government Savings
Bank of the people in Bangkok were at the highest level, the results of hypothesis testing
showed that 1) people using the government savings bank in Bangkok with personal factors
include occupation were different making the loyalty in using Government Savings Bank of
the people in Bangkok was different. 2) the quality of service factors, empathy, assurance
and reliability affect to the loyalty in using Government Savings Bank of the people in

Bangkok.
Keyword: Loyalty; Service Quality; Government Savings Bank
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