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ABSTRACT 210803

This study aimed to bl) examine the behavior of loanees of the Government Savings
Bank, Region 4; 2) examine levels of the customers’ satisfaction towards loan services offered by
the Bank; 3) compare levels of the customers’ satisfaction towards loan services in relation to
their personal factors; and 4) compare levels of the customers’ satisfaction towards loan services
in relation to the loanees’ behavior. Data were gathered from 392 housing loanees of the Bank
with the use of questionnaire survey. Data analysis was performed with percentages, means,
standard deviations, t-test, and F-test. The findings are as follows:

1. Most of the loanees had been with the bank for 4-6 years. Their loan amount
approved was Baht 100,000-500,000. The loan amount was approved according to the loanees’
requirement. Interest rates of the bank were compared with those of the others. Payments were
deducted from the loanees’ bank accounts at the Government Savings Bank. Most of the loanees’
delays in making payments do not exceed one month. |

2. The loanees were highly satisfied with the bank’s personnel, public relations, and
building and location. However, they were moderately satisfied with the bank’s information
technology and facilities.

3. Differences in the loanees’ gender and monthly income related to differences in their
levels of satisfaction towards the bank’s personnel and public relations. Differences in the loanees’
status and occupation related to differences in their levels of satisfaction towards the bank’s building
and location, information technology and various facilities. Differences in the loanees’ education
background related to differences in their levels of satisfaction towards the bank’s personnel, public
relations, and information technology/ facilities at the statistical significance level of .05.

4, Differences in the customers’ terms of loans related to differences in their levels of
satisfaction towards the public relations. Differences in the loanees’ loan amount, loan applied and
approval related to differences in their levels of satisfaction towards the bank’s personnel and
information technology/facilities. Differences in the customers’ housing loan payment methods
related to differences in their levels of satisfaction towards the bank’s personnel, public relations, and
building and location. Differences in the customers’ delays in payments over one month related to
differences in their levels of satisfaction towards the bank’s personnel, public relations, and

information technology/ facilities at the statistical significance level of .05.





