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This thesis investigates customer satisfaction regarding public relations
media of the Government Housing Bank. Characteristics of those customers
affecting their degree of satisfaction with such materials are investigated.
Also studied is customer satisfaction regarding printed and electronic materials
produced by the Government Housing Bank, as well as materials provided by
the bank’s personnel. The quantitative aspect of this research is based on using
questionnaires as a tool in collecting data. The target group of 400 customers
was comprised of both males and females over twenty years of age using the
services of the Head Office of the Government Housing Bank. Random sampling

was conducted of a proportion of these customers. The sections with which
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most contact was made by the target group were the Rama IX Bureau, the
Credit Procedure Section, the Debt Administration Section, and the Properties
Administration Section.

Using the methodological approach of descriptive statistics, the results
of the data analysis were displayed by means of such statistical techniques as
frequency, percentage, average scores, and hypothesis evaluation. The
statistical research utilizing one-side-change analysis, pair-comparing analysis,
and coefficient-connection verification can be summarized as follows:

1. Characteristics of customers: differences in sex, age, marital status,
education level, and career did not affect the degree of satisfaction, but
differences in income did.

2. Printed publicity materials such as announcements, posters, and
brochures had statistically significant affects on levels of customer satisfaction.

3. The format, content, and presentation of each type of publicity material
moderately affected levels of customer satisfaction.

4. Electronic means of publicity such as radio, television, and the internet
had statistically significant effects on levels of customer satisfaction. In each
case, format, content, and presentation moderately affected customer
satisfaction.

5. Publicity materials provided by bank personnel such as the bank
officers in each section had a statistically significant relationship at a high level
with customer satisfaction. Thus, customer service such as this affected

customer satisfaction at a high level.
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6. The results of this research show that overall publicity provided by
the Government Housing Bank was positively correlated with customer
satisfaction. The information provided in each category of publicity materials
provided by the Government Housing Bank was shown to be very useful to
customer needs, both prior to contacting the bank for the first time and after

contact had been made.





