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Abstract

The purpose of this research was to study the effect of marketing mix, strategic
communication and customer satisfaction toward customer loyalty of Government Savings
Bank in Lampang Province. The sampling group was 383 customers from 12 Government
Savings Bank branches in Lampang province. It was survey research with questionnaire
as research tool and applying descriptive statistics to find percentage, average, standard
deviation and inferential statistics to analyze variable correlations by structural equation
model with Smart PLS 2.0 M3 program.

The outcomes of research revealed that majority of respondents rated satisfaction
and customer loyalty toward Government Savings Bank at highest level, rated marketing
mix and strategic communication at high level. The outcomes of structural equation
model analysis revealed that strategic communication had direct effect toward satisfaction
at the highest level and followed by satisfaction had effect toward customer loyalty.
Lastly, strategic communication had indirect effect toward customer loyalty at the highest

level.

Keywords : Marketing Mix, Strategic Communication, Customer Satisfaction, Loyalty
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