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ABSTRACT
173824

The research aims to: 1) examine service use behavior of credit customers of the
Government Savings Bank at Nakhornluang Region 2; 2) study the customers’ levels of
satisfaction towards credit services of the Government Savings Bank at Nakhornluang Region 2;
3) investigate the customers’ levels of opinions on management of the Government Savings Bank
at Nakhornluang Region 2; 4) compare the customers’ levels of satisfaction towards credit
services of the Government Savings Bank, categorized by their personal factors; 5) compare the
customers’ levels of opinions on management of the Government Savings Bank, categorized by
their personal factors; 6) compare the customers’ levels of satisfaction towards credit services of
the Government Savings Bank, categorized by their service use behavior; 7) examine the
relationship between the personal factors and service use behavior of the credit customers of the
Government Savings Bank at Nakhornluang Region 2; and 8) study the relationship between the
levels of opinions on management and levels of satisfaction of the credit customers of the
Government Savings Bank at Nakhornluang Region 2. Data was gathered from people using
services of five credit and overdraft services business centers of the Government Savings Bank at
Nakhomluang Region 2. 400 questionnaires were distributed. The data was analyzed with
statistical methods of percentage, arithmetic means, and standard deviation. Differences were
compared using t-test. One-way ANOVA was analyzed using F-test to define relationship with
chi-square values at a significant score of 0.05. The relationship was then determined using

Pearson’s Moment Correlation Analysis at a significant score of 0.01.
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1. The study on the customers’ service use behavior indicated that their custom periods

Findings indicated that:

ranged from three to six years. They primarily used housing loans. Reasons for using the services
were stability, the bank’s reputation, and information obtained from their friends/relatives.

2. The credit customers showed satisfaction towards four aspects of credit services. The
satisfactions towards staff providing services and credit services offered were at a high level. The
satisfaction towards the credit providing process and facilities were, however, at a moderate level.

3. The credit customers indicated satisfaction towards four aspects of the management,
which their satisfaction towards two of the aspects—govemance and service use motivation—
were at a high level, whereas that towards the other two aspects—planning and quality control—
were at a moderate level.

4. Difference in the credit customers’ personal factors: age, education levels,
occupations, and incomes resulted in difference in levels of satisfaction towards all aspects of
credit services. Difference in the credit customers’ personal factors: gender did not result in
difference in levels of satisfaction towards credit services in the staff providing services.
Difference in the credit customers’ personal factors: status did not result in difference in levels of
satisfaction towards credit services in the credit services.

5. Difference in the credit customers’ personal factors: occupations resulted in
difference in levels of opinion on all aspects of the management . Difference in the credit
customers’ personal factors: gender did not result in difference in levels of opinion of the
management in service use motivation and quality control. Difference in the credit customers’
personal factors: age did not result in difference in levels of opinion of the management in
planning. Difference in the credit customers’ personal factors: stutus did not result in difference in
levels of opinion of the management in governance and quality control. Difference in the credit
customers’ personal factors: education levels did not result in difference in levels of opinion of
the management in service use motivation. Difference in the credit customers’ personal factors:
incomes did not result in difference in levels of opinion of the management in service use
motivation in planning and service use motivation.

6. Difference in the customers’ service use behavior in terms of types of credit services

used, reasons for service use, and information receiving did not result in difference in levels of
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satisfaction towards credit services. However, difference in the customers’ service use behavior in
terms of custom periods resulted in difference in levels of satisfaction towards credit services in
place/tools.

7. The customers’ status, education, occupations, and incomes did not relate to the
service use behavior, while their gender and age did.

8. Four aspects of the management, which were planning, governance, service use
motivation, and quality control, related to satisfaction levels of the credit customers of the

Government Savings Bank.



