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Service quality affecting loyalty of Generation Y customers
of the Government Savings Bank in Chonburi

LY = L= (v ¢ a 2

YN dglan HasIFINNIU ‘U’Jiﬂcﬂ‘ﬂﬁ

Anyamanee Yoolek and Vacharakorn Cheewasopit
UNAALo

Y
= v [

aw ~ J A = @ as 1 [ o
NITIVYATIUY ﬁQ‘]Ji%fNﬂ (1) MeSeumeun1uaTnANANLANA1NN Y AuTade

(43

1 9y a a 1 Y [ [ 1 1 (%

ﬁ’)uuﬂﬂﬁ“llﬁ]ﬂé&l(’]fll5ﬂ'l§‘ﬁu’lﬂ’liﬂﬂuﬁUﬂQNWULu@ljGKU'J'IfJGLUi]\‘lW'J@“Hﬁ ﬁiﬁll@]ﬂ@]'l\?ﬂu IUag
A = a a a A v v A Y a a

(2) LW’E]ﬁﬂ']f:l'l@‘V]‘ﬁWaﬂlﬁ]\‘lﬂﬂ!ﬂ'lWﬂ'lill5ﬂ']fl'1/]3Jﬁ@ﬂ’)'llliN§ﬂﬂﬂW’U@\1m%ﬂiﬂ’liﬁu’lﬂ’lﬁﬂ@uﬁu

1 o @ Y 9 3 9 1w [l o
ﬂqllLﬁ]ulu@!ﬁ“ﬁu’)'lﬂsluﬁ]\?W'Jﬂqfaudﬁ Gl“]fllﬂua’i]ug']nsluﬂ'ﬁlﬂumayjaglﬂﬂﬂ@ll@]’)@ﬂ']\clgﬂ’lu"]u

a 4 aa Aa 1 A [ ~ 1 H
400 AU NUATIZHTOUARIGADATINTTAUUT Taun A21UD A1508as ANNAY FIUIT LU

U

aa Aa 1 aa a 4
VIATIIU LS DALBIDYNTY 1dun adanadeu T-test M3 AATIEHANULLTUTIMUBDNIG
= a 4
1A82 (One Way Analysis of Variance) HagnN1TUATITHAUNITOADOINY MU (Multiple
Regression Analysis)

HAN15INU (1) A 1FUTMIsuImsesndunguinuesFuNeTudw aral s ng

[

WA ©1¢ HDIUNIW TLTAUNTANET Lazo1FnAuananuiin11wassnana luuanaieiu

]
[

TuarmghglFuimsnguinuuestuneiiiselade@ouiiuanaisiu Ia2weesnana

)

a F) ' Y

HANAIIAY (2) AUNIMNTUTNT 3 A1 1dun Auanuinsede Aumsaeuauessegni

9 1 FY d'dz: a J [ v A Y a a 1
Llﬁgﬂiuﬂ"lilﬂﬂﬁliﬁij‘ﬂﬂT ‘VI3Ji’]1/l‘ﬁ‘Wﬁﬁ@ﬂ’J”IlliN5ﬂﬂﬂﬂ"]J’ENEﬁ%ﬂiﬂﬁ‘ﬁu1ﬂﬁ@ﬂﬂﬁuﬂqm%u

o

eI FUNe Tass I pglTsdIAYNIIEDaN 0.05

MEATY: AUNINNITUINT ANWIITNANA {1FUTMIFUINTOONTUNGUIIUILITTUIY

Y

1 UNANHUANGAILENNIGINANMNTOUTA NAINENRETINATUN

2 ﬂﬂd‘ v v a
mmmmﬁﬂmmmumwm:



Abstract

The purposes of this study were (1) compare the differing loyalties among Government
Savings Bank customers of Generation Y in Chonburi Province based on personal factors, and
(2) study the influence of service quality on their loyalty. Data were collected using
questionnaires from a sample group of 400 individuals. The data analysis included descriptive
statistics such as frequency, percentage, mean, standard deviation, and inferential statistics
including T-tests, One-Way Analysis of Variance, and Multiple Regression Analysis.

The results revealed that (1) customers of the Government Savings Bank belonging to
Generation Y in Chonburi Province, differing in gender, age, marital status, education level, and
occupation, do not exhibit varying levels of loyalty, while those with different monthly incomes
do show differing levels of loyalty; (2) three aspects of service quality, namely reliability,
responsiveness, and empathy, significantly influence the overall loyalty of Generation Y

customers at a statistical significance level of 0.05.

Keywords: Service quality, Loyalty, Generation Y Customers, Government Savings Bank
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