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The study was conducted for the two proposes (1) to measure the customers’
satisfaction with the loan compromise service of the Government Housing Bank ,and (2)
to identify the factors affecting their service satisfaction.

A questionnaire was employed to collect the data from 316 bank customers at
the Headquarters of the Government Housing Bank. These customers came for the
service of the Loan Management Department. Percentage, mean, standard deviation, t-
test and F-test were used for data analysis.

The findings were summarized below.

1. Most of the samples were women, aged below 40, and were married. They
held a Bachelor's degree or higher. They had their own business and earned an
éverage monthly income of 20,001 baht or more. The average houséhold expense was
below 10,000 baht. They had to look after their children/parents.

2. The customers in the study made a loan to buy land and houses. Their loans
lasted 21 years or more. The monthly installment was less than 5,000 baht. They bought
land and house to live. The reason that some could not make repayment was low
income. Their current debt now was less than 10,000 baht. They contacted the bank for
loan compromise before prosecution. They paid in installments themselves and did so

consistently.
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3. Overall, the customers were found to be satisfied with the loan compromise
service at a high level. The highest mean belonged to service staff, followed by service
place, and rules and regulations, respectively.

4. The factors significantly effecting the customers’ satisfaction with the loan
compromise service of the Government Housing Bank were age, marital status and
purpose of lending. On the other hand, the factors that had no influence on their service
satisfaction were gender, education, current occupation, average monthly household
income, average household expense, childr_e_n/parents to take care of, length of the loan
period, installments, purpose of collateral purchase, reason of inability to make
repayment, debt burden, type of loan compromise and repayment staﬁstics.

Recommendations

1. The bank should pay close attention to the loan interest rate in case that the
customer did not make repayment on due date. It should also consider the
appropriateness of bank fees and regular interest rates. These rates should be
acceptable by the customers so that they would feel satisfied with the bank's service.

2. Punctuality is important. The bank should answer all the enquiries and speed
up the service. All the employees should be trained to give good service to the
customers. Especially, every employee could answer all the questions the customers
asked.

3. The customers should have convenience in traveling to the bank. The bank
employees at all branches should have a correct knowledge of loan compromise in
order to lesson the problem of traveling accommodate more vehicles. A parking lot

building, like that for the bank employees, might be built.





