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Abstract

This study aimed to use confirmatory factor analysis (CFA) to reveal the factors affecting customers’
loyalty of government banks. The model fit was calculated, and all hypotheses were tested. The research sample
was 640 customers of the government banks located in Bangkok. The multistage sampling technique was
employed. The research instrument was online questionnaire. The data analysis comprised descriptive approaches
and confirmatory factor analysis. Research results found that the model with collected data met the fit criteria.
Customers’ loyalty was affected by corporate social responsibility, service quality, bank image, and trust.

Conclusion and suggestions: The customers’ loyalty of government banks was influenced by the
corporate social responsibility, service quality, bank image, and trust. Therefore, the customers’ loyalty should be
considered as a holistic concept. The government banks should have an effective management system and use
information & digital technologies in order to improve service properly, quickly and efficiently. Moreover, the

stakeholders should have the opportunity to participate in bank activities.

Key words: Corporate Social Responsibility, Service Quality, Image, Trust, Customers’ Loyalty
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