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The quality of service and organizational image affect the satisfaction of

members at the AGC Flat Glass Employees Savings Cooperative, Limited
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Abstract

This research aims to study the effects of service quality and corporate image on
member satisfaction within the AGC Flat Glass Employees’ Savings Cooperative, Limited.
The study was conducted with a sample group of 1,191 members, using questionnaires
as the data collection tool. Data analysis employed descriptive statistics (mean, standard
deviation) and inferential statistics (Independent-Samples T-Test, One-Way ANOVA, LSD,
and Multiple Regression Analysis). The majority of respondents were male, aged 41 and
above, married, with a high school/vocational education level, membership duration of
21 years or more, and an average monthly income of 15,001-20,000 baht. Overall, service
quality was rated at the highest level, with "understanding customer needs" having the
highest mean score. Corporate image was also rated at the highest level, with
"interpersonal contact" scoring the highest. Member satisfaction was rated at the highest
level overall, with "fair service provision" receiving the highest mean score. Personal
factors—including age, marital status, education level, and income—significantly affected
satisfaction at the 0.05 level, while gender and membership duration showed no
significant differences. Service quality had a positive effect on satisfaction, with
responsiveness having the strongest impact, followed by assurance and empathy.
Corporate image also positively influenced satisfaction, with interpersonal contact having
the greatest effect, followed by service and reputation. Recommendations include

modernizing and ensuring adequate service facilities, enhancing communication and



interaction between staff and members, and improving the work environment to boost

efficiency and member satisfaction.
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