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Abstract

Factors Affecting the Customer Satisfaction towards the Services of
Government Savings Bank, Yutitham Branch.The objective of this study was to investigate
marketing mix factors(7 P's) affecting customer satisfaction towards the services of
Government Savings Bank, Yutitham Branch. The sample consisted of 400 customers of
Government Savings Bank, Yutitham Branch, obtained by a simple random sampling. A
questionnaire was used as a research instrument for data collection. Data were analyzed
using statistics, including percentage, frequency, mean, standard deviation, and Multiple
Regression Analysis.

The results of this study indicated that most of the respondents were female
53.00 percent, 20 to 29 years 34.75 percent, single person 59.25 percent, graduated with
below bachelor’s degree 59.25 percent, worked as government officer 40.25 percent, earned
monthly income 10,000 - 20,000 bath 40.25 percent. In addition, overall opinion of the
respondents on marketing mix factors affecting customer satisfaction towards the services of
Government Savings Bank, Yutitham Branch was at the highest level (X = 4.89, SD = 0.383).
The satisfaction with the service use was at the highest level (X=4.77,SD = 0.475).

The results of testing hypothesis revealed that marketing mix factors (7P’s)
affecting customer satisfaction towards the services of Government Savings Bank, Yutitham
Branch with a statistical significance level of 0.05 under the consideration of the significant
value of 0.000 were People, Price and Promotion. These three factors could jointly explain
53.0 percent of the variation in customer satisfaction towards the services of Government
Savings Bank, Yutitham Branch, as reflected by an R Square value of 0.539.

Keywords: Service satisfaction, Marketing mix factors(7P’s), Government Savings Bank
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