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ABSTRACT

This independent study evaluated 5 quality services, which were tangibility, responsiveness, reliability, empathy and assurance,
in The Government Savings Bank, Manmeak branch, using non-probability sampling. According to the analysis of 385 convenience
samples, it has been shown that 1. The customer satisfied with all services. Based on age-, status- and career differentiation of the sampling
customer, the results showed difference satisfy level in all quality services. Based on behavior factors, in difference of influential person to
use service, the results showed difference satisfy level in all quality services too. 2. When customers were classified by sex and term of
customer salary, difference sex and level of salary have difference satisfy levels in 4 services, except responsiveness. When samples were
classified by duration that they have been the bank customer, the result showed difference satisfy level in 4 services, except reliability. 3.
‘When the data was classified by customer education, the analysis showed difference satisfy levels in empathy and assurance service. When
the data was classified by different item number, the result showed that the customer who was serviced by different item number, have

difference satisfy levels in tangibility, reliability and assurance.
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