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ABSTRACT

The study of Factors Affecting the Use of Government Savings Bank’ S Credit Card of
Residential Customers in Bangkok, the objectives were 1) to study the level of decision to use Government
Savings Bank’s Credit Card classified by demographic factors. 2) to compare the importance level of
service quality affecting the level of decision to use Government Savings Bank’s Credit Card 3) to study
the relationship between marketing mix factors and the level of decision to use Government Savings
Bank’s Credit Card. Using quantitative research methods, 423 samples were selected by Non-Probabillity
Sampling. To collect data using questionnaires (SD — scale, score 0-10), the statistics were percentage,
mean, standard deviation, Independent Samples Test (t - test), One-Way ANOWA F-test, and Pearson's r
Coefficient Correlation.

The research found as follow: the overall level of decision to use Government Savings Bank’s
Credit Card, mean of 168,395.98 baht standard deviation (S.D.) = 510,006.250. The samples 58.90% were
female, the level of decision to use the Government Savings Bank’ s Credit Card was 168,873.49 baht
(S.D.=543,174.080) and males, 41.10 %, had the level of decision to use the Government Savings Bank’
s Credit Card mean of 167,712.64 (S.D. = 459,927.791). Most of the samples were 31-40 years old, 39.50
%, had the decision to use the Government Savings Bank’s Credit Card at 41,251.50 baht (S.D. =
23,674.428), 61.90% of the bachelor's degree and the decision to use the Government Savings Bank’s

Credit Card was 140,818.70 baht (S.D. = 477,586.455), government officials, government employees,



state enterprises, 48.90%, had the level of decision to use the Government Savings Bank’s Credit Card at

84,649.76 baht (S.D. =380,199.034) and monthly income between 15,00 - 25,000 baht, 29.10 %, with the

level of decision to use the Government Savings Bank’s Credit Card of 172,134.15 baht (S.D.

58,700.726).

Opverall, the level of service quality importance was very high, with a mean of 8.6104 (S.D.
1.39519). In terms of communication, the mean was 8.7597 (S.D. = 1.56777). In terms of trust and
reliability, the mean was 8.6229 (S.D. = 1.43117). In terms of customer response, the mean was 8.5721
(S.D.=1.77603). For safety, the mean was 8.5148 (S.D. = 1.41272). Found that the communication factor,
the bank staff was recommended and offer the type of credit card that best suits the needs of the users the
mean was 8.81 higher than the others (very high score). Safety factor, bank can act quickly when there
was the problem (eg. lost card case, card freeze) with mean of 8.51, less than others (very high score).

Found that the Pearson correlation coefficient (r) between Marketing Promotion with the level
of decision-making to use the Government Savings Bank Credit Card had higher than other factors equal
to 0.125 (the lowest level), statistically significant at the alpha =.01. Relationship between distribution
channels with the level of decision to use the Government Savings Bank Credit Card had less than other
factors at r = 0.079 (the lowest level) was not statistically significant at the alpha = .05.

Recommendation: the bank should expand the market to target customer groups who still had
below mean, increase security system, and increase debt repayment channels. The next study should be a

qualitative research. This will make the next study more information.
Keywords: Credit Card, Government Savings Bank
Student in the Master of Business Administration Program, Ramkhamhaeng University.

Advisor, Master of Business Administration Program, Ramkhamhaeng University.
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