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Abstract

The purpose of this study is to test the relationships between contemporary service standards
and the performance of different government savings bank branches in the Northeast region.

The questionnaires were used for collecting data from 130 branch managers of the government savings
bank. The data were analyzed by multiple correlation analysis and multiple regression analysis.

The results showed that the overall contemporary service standard orientation, the contemporary
service standard orientation in the dimensions of modern technology, understanding, and customer
relationship management positively related and affected on the overall performance. In this way, therefore,
branch managers of the government saving bank should emphasize on the service standards for
increasing professionalism and service capacity. The improvements will maximize consumer satisfaction

and contribute to the sustainable growth of the organization.
Keywords : Contemporary Service Standard, Performance, Government Saving Bank
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3.3 AUNNUBILATRINAIR
va o A ~ , a & 2 o o \
fAduinnImaaaLANNENA IngNunIsiatsuiieda AN NaNE@RaTgy 2 Yinu
wazmAngnasuuniusede (Discriminant Power) tngldinAtia ltem total Correlation N3y auiuNmsg L
NM3UIN9PNANE IHASIWIRRILN (1) BEITIINN 0.427 — 0.657 UATHANIIANLEWY THAEIMIA LN (1)
agj5e1d19 0.510 — 0.972 Teannan&asriu Nunnally (1978) Htiianedn nsnagauAIgIwIas uLNiuNgn 0.4
WNEANTN tesasiaiamun naunsnin il ifumusmndeyald waznismAANEeduasLILA LAY

(Reliability test) tnelddu1lsvAnsuaann (Alpha coefficient) AM335989AFAULINA (Cronbach) TNT9¥aiiiu

-
a

NIMIFIUNNILENNINEsTE HAndulszAviBuaany agszidng 0.792 - 0.894 uaznanIA1iiue HAdutlszAnia
waaw agjsyudng 0.901 - 0.922 TeaanARearil Nunnally & Bernstein (1994) THniauadn inusinisiianson
] A o A A ; o o My | : A A A
ArANEeiuauAseRaatlunusaeNiUliAYsNINNn 0.70 ManeANTN LATasHaRAmNINaNTD
il lifiusausndeyald

3.4 #0ANLEN15IAE

n3Raeaill fRawlilinnstinazinisaaneanyanienagaUANNANTUT LA T NANTENL

2ENNNIHTINNATF NN NA T LNANIA I HIIuIeIs s WA IReN AR N AR TUeenReaile

o

FadeuannslEsd
per =B, +B;MOD+B,GOP+B,UND+B,CRM+€

Wa  PER unu  Han1sa by e
MOD uni  N1eaauiunImsgIunNsLEn1ssNg e Frunauladiivuasie
GOP unu  nssfauiunimnegunistsnissanade 5mumm”mmm§nmwﬁﬁ
UND wnu  nissfaiiiunnnagiunistisnisionads Aunisa3anniuidinla

CRM unu  nssaiiunnmnsgnunistsnissanade funistisnnsaauduiugiugnan

@ d a o a
4. NARNANNSIREUATNNTANALE
A1579 1 nsdeneianduiigaeanisaiiuninigiunistiinsionadaiunansanulng

1894191 5UNATRaNAN IUNARZTUREN Laﬂ\i Lﬁﬁ@

auils PER MOD GOP UND CRM  VIF,
)_( 4.44 4.66 4.73 4.68 4.63
S.D. 0.45 0.41 0.41 0.43 0.44
PER - 0.658* 0.672* 0.739* 0.713*
MOD - 0.712* 0.637* 0.585* 2.135
GOP - 0.777* 0.666* 3.165
UND - 0.799* 3.958
CRM - 2.846
* PludnAtynneadianazau 0.05
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v
o

ANANN 1T WU FaudsdaszuAasfnul anuduwiiii Ssenaifiatioyyn Multicollinearity fasiu

o

KAdevinnamaaey Multicollinearity IneliAn VIFs 1310791 A1 VIFs aessiaudstiass nisyjaiiiuninsgiuy

al

v
a o 1

A3LANN999NANE DANFALE 2.135 — 3.958 TIRATRNT 10 WaR991 FaLlsaasy HAanuduwusiwe LN

11241 Multicollinearity (Black, 2006 : 585)

A15719 2 N1INALELANNANNUTUIENUI2ANEN170A 028 AUAANTITANLHUI UIBNAN TN T U ANTRDNAL

Tunpnzduaaniasaiuile

uan1saiunulnggsau

NNFRABUNIATIIUNITUIAG P P—— = t p-value
9 "”V ﬂN‘l_l‘a‘Sﬂ‘Vlﬁ AIMNAXNIALANBDY
FAINANE
nsannag mmsgwu

AP (a ) 0.074 0.314 -0.235 0.815
Frunaluladniugss (MOD) 0.276 0.087 3.179* 0.002
AuNN94319YARNNINAR (GOP) 0.087 0.107 0.808 0.421
Aunnsaiiamasidinla (UND) 0.320 0.115 2.797* 0.006
ANUNITLEMNTANAUAUS 0.285 0.095 3.001* 0.003

o

UgnAT (CRM)
F=72412 p =<0.0001 Adj R’=0.623

* TnednAtynneadianaze 0.05
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