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Abstract

This study aims to understand the customer behavior toward transaction banking in Government Savings
Bank in Chainat Province, Thailand. The purpose of this research was to study customer satisfaction toward
transaction banking and the marketing mix which affect the customers behavior. The sample size of this research
were based on five government savings banks branches of Muang, Wat Sing, Sapphaya, Sankaburi, and Hanka. By
simple random sampling, the questionnaires, consisted of 80 sets of convenience sampling, were distributed to the
banks consumers. The statistical method used for data analysis was Chi-Square at statistically significant different
level of 0.05. The result of this research was that good customers were single women of the age between 41-50
years old with education background at high school and vocational certificate. Also they were employed as
government job who earned below 10,000 baht per month. Marketing factors (7Ps) that affected the choice of
government savings bank service were rated as “good”. A mean opinion rating of “good” was given for all factors
analyzed which were service staff, service process, products and services, distribution channel, physical
characteristics, marketing, and price. Regarding consumers behavior which affected financial transaction choice ,
most customers used banking services with a queue management system from 10: 01-12: 00 a.m. with the average
time per visit of 5-10 minutes on an average of 1-3 times per month , , . The most frequently used service was cash
deposit. Regarding customer service, most of the respondents stated that the staffs were polite and friendly. For

technology related services, the majority of customers were content with existing services such as ATM and CDM.

Keywords: marketing mix factors, behavior, financial transaction
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