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Independent Study title: Satisfaction toward Quality of Service of the Government
Savings Bank under Nan Zone
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Abstract

The objective of this study were (1) to study satisfaction toward service
quality of Government Savings Bank within Nan area; and (2 ) to compare
satisfaction toward service quality of Government Savings Bank within Nan area
classified by demographic characteristics.

The population of this survey research was the service users of all types of
the financial transactions at Government Savings Bank within Nan area. With unknown
population, the sample of 385 customers was selected by Cochran’s Formula with
convenient random sampling with non-probability sampling method. A constructed
questionnaire was used an instrument to collect the data. The statistics employed for
data analysis were frequency, percentage, mean, standard deviation, inferential
statistics, t-Test, One-Way ANOVA, and multiple comparison.

The result of the study indicated that (1) the level of satisfaction toward service
quality of Government Savings Bank within Nan area was overall at a high level, while
the respondents were satisfied with the service aspect at the highest level, followed
by keeping the customers as a secret, trust, being helpful and help to solve the problems,
taking action fast and having enough service tools in the available aspects respectively;
and (2) the customers with different ages, careers, and incomes had different
satisfaction toward service quality of Government Savings Bank within Nan area
with a statistical significance at 0.05 level while the customers with difference
genders, status, levels of education and durations of transaction had no different
satisfaction toward service quality of Government Savings Bank within Nan area.

Keywords: Satisfaction, Service Quality, Savings Bank, Nan
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%

4
mauilszansoarhvesnsauiin (Cronbach’s Alpha coefficient)

Scale: ALL VARIABLES

Case Processing Summary

N %
JCases Valid 30 100.0]
Excluded’ 0 .0
Total 30 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's
Alpha N of [tems
817 37
Item Statistics
Mean Std. Deviation N
INAHINS DU M 150 509 30)
AOIUNIN 1.63 490 30
01 343 1.382 30
SEAUMIANY 197 765 30
£

*aww 233 1.269 30
510 ]dnAud o1 1.90 662 30)
i lunshigsngsuy 1.87 629 30
Hin-nou 1.20 484 30
AN 1.63 18 30

o a 7

172 AUM- LU 2.00 525 30)
o 4

GANETR) 1.63 850 30
ann Aeutuasianalseme 2.00 643 30
ATM/ADM 1i915 1.53 973 30
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Item-Total Statistics

Scale
Variance if | Corrected Cronbach's
Scale Mean if [tem Item-Total | Alpha if [tem
Item Deleted | Deleted | Correlation Deleted
LGRSV IRE: 118.03 89.344 004 819
0N 117.90 90.990 -170 823
012 116.10 85.817 075 831
eAUnTANYI 117.57 91.289 -153 828
013N 117.20 92.924 -.200 842
el deseidon 117.63 94.102 -382 832
e lumsvigsnasy 117.67 88.782 039 820
thﬂ—mu 118.33 91.540 931 824
eran 117.90 85.610 264 813
sz dum-Tou 117.53 84.602 493 808
FuiTo 117.90 85.197 237 815
Lann/geuiunssaseme 117.53 87.361 155 817
ATM/ADM 17915 118.00 82.759 335 811
B9 117.63 89.757 -.037 819
Adawe leduerasanuiidel 115.67 80.782 685 800
Afawe Taduerasaniuiide? 115.80 82.786 553 805
Aiane lidwenasanuiides 115.47 81.913 579 803
Aianeladnermsaniuidos 115.07 84.616 400 809
Aiane lvduerasanuides 115.30 82.838 440 807
Aianeladermsaniuiides 115.97 84.585 338 811
Aianeladermsaniuiider 115.93 82.478 505 805
Aiane laguniinau 4ol 115.40 82.041 578 803
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2w laduwiinau o2 115.37 82.378 534 805
=8 Y 9 Y 2

A uiane laduwiinau 4o3 115.37 82.585 479 806
=3 Y o ¥

nuiawe ladumiinau do4 115.20 83.338 536 806
=8 Y 9 £

Audane laduwiinau do5 115.37 82.447 17 802

A uiane laguwiina doe 115.43 84.323 576 807
=8 Y ¥

A wdawe lodudoya 1 115.87 84.602 418 809
=8 Y ¥ o s

nwdawe lodudoya 2 115.97 82.861 386 809

nwiawelodudoya 3 115.80 82.303 597 803
=8 Y ¥ 4 .

A wiawe lodudoya 4 115.67 82.092 627 803

A uiawe lad s 1 115.30 83.459 506 806

audane laduusng 2 115.20 84.372 439 808

Audawe lad g 3 115.27 86.547 291 813

A uiawe laduusnis 4 115.30 82.148 571 804

Audawe laduusns 5 115.23 85.564 383 811

A uiane ladusns 6 115.33 84.575 542 807

Scale Statistics

Mean Variance | Std. Deviation | N of Items

119.53 89.637 9.468 37
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T-Test
Group Statistics
Lv»ﬂ%&“ Std. Error
fuvinns Mean |Std. Deviation Mean
PP WAy 159] 4.0858 31638 02509
A 226 4.0443 27762 .01847

Independent Samples Test

Levene's Test for Eguality o

Variances t-test for Equality of Means
95% Confidence Interval of
the Difference
Mean Sta. Error
F Sig t df Sig. (2-tailed) | Difference Difference Lower Upper

PP Equal variances 5.781 017] 1.363| 383 .174) 04150 046 -01838 .10138

assumed

Equal variances not 1.332) 311.375 .184 04150 03115 -01980 .10280)

assumeac




Group Statistics
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Std. Error
AOUAMW N Mean [Std. Deviation Mean
PP Tan 160l  4.0906 .29530 .02335]
ausa (saudls wang wen) 225 4.0407| 29292 01953

Independent Samples Test

Levene's Test for Equality of

Variances

t-test for Equality of Means

95% Conficence Interval of

the Difference

Mean Std. Error
F Sig t df Sig. (2-tailed) | Difference Difference Lower Upper
PP Equal variances 2.637| .105 1.641 383 .102] 04987 03039 -.00989 10963
assumed
Equal variances not 1.639] 340.888 .102 04987 03044 -00999 .10974
assumed
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Oneway
ANOVA
PP
Sum of
Squares df Mean Square F Sig.
Between Groups 3.418 5 .684 8.665 .000
\Within Groups 29.899 379 .079
Total 53.317 384
Multiple Comparisons
PP
LSD
Maart 95% Confidence Interval
(1) 918 (J) oy Difference (I-))| Std. Error Sig.  |Lower Bound [Upper Bound
lajiAu 20 U 21307 .00345 .05201 .947 -.0988 1057
3140 ¢ .13348" .04926 .007 .0366 .2303
41-50 ¢ .09461 .05128 066 -.0062 .1954
51-60 ¥ .08402) .05156 .104 -0174 .1854
61 Viulv -.25687" .06975 .000 -3940 -1197
21-307 TaitAu 20 ¥ -.00345 .05201 .947 -.1057 .0988
3140 ¥ 13003 .04444 .004 .0426 2174
41-50 ¢ .09115 04668 .052 -.0006 .1829
51-60 U .08057 .04699 .087 -0118 1730
61 Pl -26032" .06644 .000 -3910 -.1297
31-40 U TaiAu 209 -13348" .04926 .007 -2303 -.0366
21-30% -.13003" .04444 .004 -2174 -.0426
41-50 ¥ -.03887 .04359 373 -1246 .0468
51-60 -.04946 .04392 261 -.1358 .0369
61 Vil -39034" .06431 .000 -5168 -.2639
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41500 LiAu 209 09461  .05128 066 -1954 .0062
21-300 -09115 .04668 .052 -.1829 .0006
31-40 U 03887 .04359 373 -.0468 .124¢6
51-60 -.01059 .04618 819 -1014 .0802
611 } U -35147" .06587 .000| -.4810 -.2220)

51-60 U lifiu 200 -.08402 05156 104 -.1854 0174}
21-30% -.08057 .04699 .087 -.1730 0118
31-40 ¥ 04946 .04392 261 -.0369 .1358
41-50 U .01059 .04618 819 -.0802 .10143
61 ViUl -.34088" .06609 .000| -.4708 -.2109,

61 ViUl LiAu 20 ¥ 25687 .06975 .000) 1197 .3940
21-307 26032 .06644, .000] 1297 .3910]
3140V .39034" .06431 .000] .2639 5168
41-50 ¥ 35147 .06587 .000] .2220 4810
51-60 U .34088" .06609 .000] .2109 .4708

*. The mean difference is significant at the 0.05 level.

ANOVA
PP
Sum of
Sguares df Mean Square F Sig.
Between Groups .240 2 120 1.385 252
/ithin Groups 33.077 382 .087
Total 33.317 384
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Multiple Comparisons

PP
LSD
Mean 95% Confidence Interval
() ssumsAnen () seaumsdnen |Difference (1-))] Std. Error | Sis. | Lower Bound |Upper Bound
NSRS Ui 05277 03242 .104 -0110 .1165
i 3gyges 01243 .04603 787 -0781 1029
Sy NS niUieyans -05277]  .03242 .104 -1165 0110
R CRITERILIRLF) -04034]  .04562 377 -1300 0493
fganinS3ggyes dnniBnyand -01243]  .04603 787 -.1029] 0781
Vi’ .04034]  .04562 377 -.0493] .1300
ANOVA
PP
Sum of
Squares df Mean Square & Sig.
Between Groups 2.848 5] 570 7.085 .000
Mithin Groups 30.469 379 .080)
Total 33.317 384
Multiple Comparisons
PP
LSD
Mean 95% Confidence Interval
(1) 918w (J) 91w Difference (I-))] Std. Error [ Sig.  |Lower Bound [Upper Bound
wiinauusen drswms/mineu 08464  .04483 060 -.0035 .1728
fHlawmie
Ae/AiUesianTs 02912 04174 A86 -0529 1112
2TWNBATAT -23157 06156 .000) -3526 -.1105)
DRIEEIVGE v -06420]  .05124 211 -.1649 L0366
B/ -11339 05757 .050) -.2266 -.0002
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thsns/mineu iyt -08464] 04483 060 -1728 .0035)
i frve/dvesionts -0s552]  0a143] 181 -1370 0259)
o1iNAYRING -31622' 06136, .000) -4369 -.1956
Undswaindnw -14884°[ 05099 .004 -2491 -.0486
it/ 198037  .05735 .001 -3108 -.0853
Ans/dnvesfiams RO GRRINTERY -02912] 04174 486 “1112 .0529)
drsrmms/mitnau 05552| 04143 181 -0259 .1370)
g
1 NAYAING -26070°1 05913 .000) -3770 -.1444
unEswaindnw 09332  .04829 054 -.1883 0016]
Nt/ -14251° 05497 010 -.2506 -.0344
o1 Tnnunsng iRy 23157 06156 .000 .1105 .3526)
drsmms/mina 31622°| 06136 .000) .1956 14369
Yo
MreaTvefianis 26070°| 05913 .000) .1444 .3770)
unEewaindnw 1673771 06618 012 0372 .2975
nden/dnnu .11818] 07120 098 -0218 .2582)
hinauaindnw winauuitv 06420 05124 1214 -.0366 .1649)
drsmnns/minau .10884° 05099 004 0086 2491
g mie
Ae/duesfions 09332] 04829 054 -0016 .1883
oTnnunsnNg -16737 06618 012 -.2975 -.0372)
indon/ineu -04919] 06249 432 -1721 0737}
\nBeg/ineu LD GERIIERY 11339'| 05757 .050) .0002 .2266)
drsrmms/minau .198037 05735 001 .0853 3108
igiemie
Ane/duesfions 142517 05497 010 0344 12506
DNTNNUNTNT -11818] 07120 098 -.2582 .0218)
ndswaindnw 04919| 06249 432) -0737 1724

*. The mean difference is significant at the 0.05 level.
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ANOVA
PP
Sum of
Squares df Mean Square F Sig.
Between Groups 1.153 3 384 4.551 004
[Within Groups 32.165 381 084
Total 33.317| 384
Multiple Comparisons
PP
LSD
Mearn 95% Confidence Interval
() neldadanadiou () Melfadenadou [Difference ()| Std. Error Sig.  |Lower Bound [Upper Bound
OfﬁanI0,000 um 10,001-50,000 v 04406 .03454 203 -0239 1120
50,001-100,000 v .15643" 04727 .001 .0635 .2494
100,001-150,000 U -.18330) .14802 216 -A4743 1077
10,001-50,000 U 0%’1"1’:‘710,000 U -.04406 .03454 203 -.1120 0239
50,001-100,000 UM .11238" .04266) .009 .0285 1963
100,001-150,000 U -.22736) 14661 122 -5156 0609
50,001-100,000 v #1AE110,000 UM -15643" 04727 001 -.2094 -0635
10,001-50,000 v -.11238] 04266 .009 -.1963 -.0285]
100,001-150,000 U¥ -33974°| 15012 024 -.6349 -0446
100,001-150,000 uw 0%’1'7’5710,000 um .18330] .14802 216 -1077 4743
10,001-50,000 v 22736 .14661 122 -0609 5156
50,001-100,000 v .33974° .15012) .024 .0446 6349

*. The mean difference is significant at the 0.05 level.
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ANOVA
PP

Sum of

Squares df Mean Square F Sig.
Between Groups .305) 2 152 1.764 173
Mnhin Groups 33.012 382 086
Total 33.317 384

PP
LSD

Multiple Comparisons

1) narlunsi

() ranlunsvi

Mean

95% Confidence Interval

ElERHY §INTIN Difference (I-J) | Std. Error Sig. Lower Bound | Upper Bound
Wowndn 15wl 15-30 undl 07844 04483 081 -.0097 .1666
31-60 WV 03792 05599 499 -0722 .1480)
15-30 u¥i wpsnd 15 uiv -07844] 04483 081 -1666 0097
31-60 WY -.04051 04190 334 -.1229 0419
31-60 UVl wosnd 15 uW -.03792 05599 499 -.1480 0722
15-30 Ui 04051 04190 334 -0419 1229
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ANOVA

PP

Sum of Squares df Mean Square F Sig.
[Between Groups 4.154 1 4.154 54.551 .000
Within Groups 29.164 383 .076
Total 33.317 384
qan
PP

Sum of Squares df Mean Square F Sig.
[Between Groups .017 1 017 .200 .655
Within Groups 33.300 383 .087
Total 33.317 384
GG
PP

Sum of Squares df Mean Square F Sig.
Between Groups .019 1 .019 224 .636)
Within Groups 33.298 383 .087
Total 33.317 384
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PP
Sum of Squares df Mean Square F Sig.

[Between Groups .004 1 004 .043 .837

Within Groups 33.314 383 .087

Total 33.317 384
ATM/ADM

ANOVA
PP
Sum of Squares df Mean Square F Sig.

Between Groups 641 1 641 Z517 .006]
Within Groups 32.676 383 .085
Total 33817 384
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Statistics
WA U sreldindeste | wailunisi
U313 gouaw [ 918 [sedumsfnen| 913w Wou FINTI
N Valid 385 385 385 385 385 385 385
Missing 0 0 0 0 0 0 0
Frequency Table
WAITUUINS
Cumulative
Frequency | Percent |Valid Percent Percent
Valid — tweiane 159 413 41.3 413
meﬁi@d 226 58.% 58.7 100.0
Total 385 100.0 100.0
HAIUNIN
Cumulative
Frequency| Percent |Valid Percent Percent
Valid T 160 41.6 41.6 41.6
ause (59083 vadne ve) 225 58.4 58.4 100.0
Total 385 100.0 100.0
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21y
Cumulative
Frequency | Percent |Valid Percent Percent
Valid  TaliAu 20 ¥ 50 13.0 13.0 13.0
21-30% 70 18.2 18.2 31.2
31-40 U 93 24.2 24.2 55.3
41-50 1 75 19.5 19.5 74.8
51-60 T 7% 19.0 19.0 93.8
61 IlY 24 ) 6.2 100.0
Total 385 100.0 100.0
SZAUNISANYY
Cumulative
Frequency | Percent [Valid Percent Percent
Valid  #ndnUseeynd 159 41.3 41.3 41.3
Ustues 170 44.4 44.4 85.7
geniSeyeed 55 14.3 14.3 100.0
Total 385 100.0 100.0
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27w
Cumulative
Frequency | Percent |Valid Percent Percent
Valid  winsuu3Em 79 205 205 205
dr5wns/minausyiavie 81 21.0 21.0 41.6
Ang/dnuesfianis 111 28.8 28.8 70.4
DTWAYNTNT 29 5 75 77.9
dnSsusindnm 50 13.0 13.0 90.9
nden/ 191U 35 9.1 9.1 100.0
Total 385 100.0 100.0
s0lfiadudaifiou
Cumulative
Frequency| Percent |Valid Percent Percent
Valid (ﬁ;ﬁﬂ’i'}l0,000 U 105 2.3 27.3 21.3
10,001-50,000 U m 217 56.4 56.4 83.6
50,001-100,000 U™ 59 158 15:3 99.0
100,001-150,000 W 4 1.0 1.0 100.0
Total 385 100.0 100.0
vatun1singsnssu
Cumulative
Frequency | Percent |Valid Percent Percent
Valid  Weandn 15 ufl 5 13.2 182 13:2
15-30 Ui 274 THZ 1.2 84.4
31-60 U 60 15.6 15.6 100.0]
Total 385 100.0 100.0
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Descriptive Statistics

Minimum | Maximum | Mean |Std. Deviation
Pl 385 3.00 5.00 3.9748 33167
P2 385 3.00 5.00] 4.1710 35901
P3 385 25 5.00 3.9078 47489
P4 385 3.00 5.00 4.1922 36164
PP 385 3.00 5.00 4.0615 .29456
Valid N (listwise) 385

Descriptive Statistics

N Minimum | Maximum | Mean |Std. Deviation
Ausweladiueians 385 2 5 3.99 492
aouiifel
Auaweladiuetans 385 3 5 3.88 532
aonuiitez
AuRsweladiuetans 385 2 5 4.06 556
aoufites
AN lAAIUDIATS 385 3 5 4.26 530
anufitod
AURawelan ueIAs 385 3 5 4.23 557
aoufites
AURawelafueIAs 385 2 5 357 .634
aoufitos
AN lan ueIAs 385 0 5 3.84 670
aouditer
Valid N (listwise) 385
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Descriptive Statistics

N Minimum | Maximum | Mean |Std. Deviation
ANRswalan uwineu 385 3 5 4.17 .498
o1
ANRewalan uwineu 385 7 5 4.15 .484
192
ANRswalan uwineu 385 2 5 4.17 514
193
ANRswalanuwineu 385 G 5 4.29 496
dod
ANRewalanuwineu 385 3 5 4.16 .490)
05
AuNawalan unIngIu 385 3 5 4.09 347
196
Valid N (listwise) 385
Descriptive Statistics

N Minimum [ Maximum | Mean  [Std. Deviation
Anuianelanuteya 1 385 3 5 3.94 541
Anuianelanuteys 2 385 2 5 3.79 681
Ausnelanudeys 3 385 3 5 3.92 541
AnuRanelanuleya 4 385 2 5 3.98 456
Valid N (listwise) 385
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Descriptive Statistics

N Minimum | Maximum | Mean |Std. Deviation

Anfisneladiuuinig 1 385 3 5 4.15 478
Aafsnelanuuinig 2 385 3 5 4.18 507
ANfsnelan uusnig 3 385 3 5 4.25 459
Aufsnalaniuuinig 4 385 7 5 4.22 504
Aufisweladiuuinig 5 385 3 5 4.19 416
Aufisnelaniuuinig 6 385 3 5 4.17 421
Valid N (listwise) 385
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