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ABSTRACT

This study was conducted to investigate factors effecting service quality
provision of Government Savings bank, Central Airport Plaza branch, Chiangmai province. A set
of questionnaires was used for data collection administered with a sample group of 400 clients of
the Government Savings bank (Cronbach Alpha = 0.914). Obtained data were analyzed by using
descriptive statistics: frequency, percentage, and standard deviation. Besides, t-test, F-test, and
multiple regressions were used for hypothesis testing.

Results of the study revealed that most of the respondents were females, 21-30
years old, bachelor’s degree holders, and company employees. Their average monthly income
was 10,001-20,000 baht. As a whole, marketing factors had a high level of an effect on the
decision-making of the respondents to use services of the Government Savings bank. This
included the following: product or service, price, distribution channel, market promotion,
personnel, process, and physical component, respectively. It was found that product or service
factor was diverse based on bank deposit (a highest average mean score). Besides, the following
factors had a highest average mean score: price (interest rate of bank deposit), distribution
channel (convenience and safety), market promotion (new advertisement or public relations, e.g.
brochure and television), personnel (skill and accuracy in service provision), process and service
provision (rapidness), and physical component (clean and good environment). As a whole, quality
of service provision of the Government Savings bank was found at a high level in all aspect. This
included the following: rapid responsiveness, rapidness in assistance and problem solving for
clients, impression, trustworthiness, and physical appearance. Besides, the following had a

highest average mean score: rapid responsiveness and problem solving for clients: bank staff
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were honest and had responsibility; bank staff understood needs of clients; bank staft provided
services which met needs of clients, and bank staff dressed neatly.

For hypothesis testing, it was found that there was no difference in quality of
service provision in terms of sex. However, there was statistically significant difference in terms
of age and occupation. The following had an cffect on the quality of services at a statistical
significance level at 0.05: physical appearance, trustworthiness, rapid responsiveness, rapidness in

assistance and problem solving for clients, marketing, price, personnel, and process.
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