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This thesis investigates client satisfaction regarding housing loans issued
by the Government Savings Bank, Bangkok Metropolitan Office 3. Measured are
the levels of client satisfaction in this connection. Also considered are factors
affecting the issuance of these loans.

| The research population was comprised of 390 clients visiting each branch
of Bangkok Metropolitan Office 3. These subjects were selected by the method
of accidental sampling. Data obtained from these subjects were collected through
administering a questionnaire. The data were accordingly analyzed, formulated

and tabulated in terms of percentage, mean, and standard deviation with chi-s quare
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- values also ascertained. The level of statistical significance was set at the normal
level of 0.05.

Regarding the demographical characteristics of the respondenté; it was
found that the majority were females and ranged in age between thirty-six and
forty. The respondents were holders of bachelor’s degrees whose occupation
was that of state enterprise employee énd who are domiciled in the central
region of Thailand. Additionally, the ;respondents were married members of
three-person families. Their monthly family income was less than 20,000 baht
with monthly family expenses ranging between 10,001 and 20,000 baht. Their
family monthly debt obligations ranged between 5,001 and 10,000 baht. Their
objective in obtaining housing loans was to be able to purchase real estate
consisting of land and a dwelling. Such an objective entails securing loans
ranging from 500,000 to 1,000,000 baht.

Findings are as follows:

The differences in the demographical characteristics of gender, age,
monthly family income, monthly family debt obligations, objectives in obtaining
housing loans, and the actual amount obtained for housing loans bear a positive
correlation at the statistically significant level of 0.01 and .05 with client
satisfaction vis-a-vis the services provided by Bangkok Metropolitan Office 3 in
regard to issuing housing loans. On the other hand, the demographical characteristics
of level of education, marital status, family membership, monthly family expenses,
and original domicile of the service users bore no statistically significant

relationships with the level of client satisfaction.
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Suggestions are as follows:
The bank should adopt measures earmarked to overcome préblems
~ experienced by clients in making installment repayrhent of loans. An important
measure would be to expand the period of loan repayment to the maximum
limit feasible under current conditions. Another important measure would be
~ to decrease the rate of interest so that it fwould be equivalent to a fixed interest

rate. Finally, follow-up procedures and solving any attendant problems should

be executed appropriately





