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The purpose of this study was to study satisfaction and service using
behaviors of customers at service counter of the Government Housing Bank Head Office.

Research findings revealed that the majority of customers were females, aged
28 — 31 years, with bachelor's degree educational level, with occupation as private
company employees, with monthly income of 17,601 —~ 21 ,900 baht.

Regarding the satisfaction level with the services at the service counter, it was
found that the overall satisfaction and the satisfaction with the service aspects of service
products, service fee, service place, marketing promotion, service personnel, and
customer service process:were at the “satisfied” level.

The customer's averaged frequency for using services at the service counter
of the Government Housing Bank Head Office was 1.19 times per month. The service
most frequently used by the customers was that for payment of mobile phone service
expense; while the least frequently used service was that for payment of fire insurance
premium.

Customers with different genders, ages, and monthly incomes differed
significantly in their service using behaviors at service counter of the Government
Housing Bank Head Office in the aspects of frequency for using the service, using the

service for payment of credit card expense, using the service for payment of public
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utilities expense, using the service for payment of insurance premium, and using the
service for payment of mobile phone service expense.

Customers with different educational levels differed significantly in their service
using behavior aspect of the frequency for using services at the .05 level; while
customers with different occupations differed significantly in their frequency of using
services at the .01 level, and in their using the service for payment of insurance premium
vat the .05 level: while customers of different categories differed significantly in their
frequency for using services at the .01 level, and in their using the service for payment
of public utilities expense at the .05 level, which confirmed the set hypotheses.

Customers with different genders, ages, educational levels, occupations, and
monthly incomes did not significantly differ in their satisfaction with service using
aspects of the service products, service fee, service place, marketing promotion,
service personnel, and service process.

However, customers of different categories differed significantly in their
satisfaction with the service using aspect of the service fee at the .01 level, which
confirmed the set hypothesis.

The customer's service using behavior aspect of the frequency for using
services correlated significantly with the satisfaction with the service process at the .01
level; also, significant correiations at the .01 level were found between the behavior of
using the service for payment of credit card expense and the satisfaction with service
personnel, between the behavior of using the service for payment of public utilities
expense and the satisfactions with service products and service fee, between the
behavior of using the service for payment of insurance premium and the satisfaction with
service personnel, between the behavior of using the service for payment of mobile
phone expense and the satisfaction with service personnel; while significant correlations
at the .05 level were found between the overall service using behavior and the overall
satisfaction with services at the service counter. All of the above correlations confirmed

the set hypotheses.





