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The two objectives of the study were : 1) to find out the bank customers’
satisfaction with the credit extension service of the People’s Bank project of the
Government Saving Bank and 2) to reveai the factors affecting tieir satisfaction.

The population consisted of 223 bank customers who were still indebted
to the People's Bank project of the Government Saving Bank, Mahanak Branch. The
total sample of 112 bank customers, or 50 percent, were selected by accidental
sampling and they were asked to fill out the questionnaire. The descriptive statistics,
i.e., frequency, percentage, mean, and standard diviation were used to describe the
data.

The findings were briefly stated below.

The eight components of the customers’ satisfaction with the credit
extension service in the People’s Bank project were 1) public relations about the project,
2) details about implementation steps or procedues, 3) making a loan from The project,
4) receiving a loan from the project, 5) audit and suggestions on occupational training,
6) loan repayment, 7) settlement of the loan from the proiecf, and 8) making a loan again
from the project.

It was found that were than 80 percent of the customers were very
satisfied with all the eight components. Regarding the factors influencing the

customers’ satisfaction, the following were found.
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The factors found to affect the respondents’ satisfaction at a rather high
level were : 1) the bank officers' suggestions’ and message conveyance, 2) speed and
convenience of the service system, and 3) the bank officers’ manner.

On the other hand, the factors that caused the customers’ dissatisfaction
at a rather high level were 1) speed and convenience of the service system, 2) adequate
number of bank officers, and 3) the bank officers’ suggestions and message
conveyance.

The following recommendations were made to increase the customers’
satisfaction with the credit extension service of the People's Bank project.

1. The bank customers i tiie People’s Bank project should be made to
have a basic understanding about the method and criteria for credit extension set by the
bank, including the length of time for each step, with emphasis on having public
relations officers and credit extension officers as human media.

2. Enough personnel should be employed and should be assigned to
different functions to meet with the work quantity and the number of service users.

3. The personnel should be regularly and consistently developed. They
should be sent to attend seminars, training courses and observation tours in and outside
the country in order to upgrade their knowledge and ability in different aspects so that

they can work efficiently and can satisfy the bank customers to a great extent.



