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ABSTRACT

The study of factors of satisfaction and service quality affecting to customers’ loyalty
serving at Government Savings Bank was survey research. It aimed to explore the factors of
satisfaction and service quality affecting to customers’ loyalty serving at Government Savings
Bank, Mae Fah Luang University Branch. Research samples were 384 customers of this bank.
Data collected through questionnaire and employed SPSS for further analysis by methods of
percentage, mean, standard deviation, t-test, with the statistical significance at level of 0.05.

For the results found that the factors of satisfaction from customers serving at

Government Savings Bank, Mae Fah Luang University Branch, given in high level. The highest



mean was from service equally and its progressive service found the second. In terms of
adequate and continuous service, it played the lowest mean.

The perception of service quality which affecting to customers’ loyalty serving at
Government Savings Bank, Mae Fah Luang University Branch, generally found in high level.
The highest mean was found in aspects of trustworthiness or reliability and the responsiveness
to customer. Secondly, it illustrated in giving confidence and taking care of customer. The
lowest was from the concrete of service.

Key words : Factors of satisfaction to service, Perception of service quality,

Government Savings Bank, Mae Fah Luang University Branch, Chiang Rai
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