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ABSTRACT 
�
  This independent study aimed to investigate customer satisfaction towards housing 

loan credit services of the Government Savings Bank, Chiang Mai University branch and to find 

out problems of this service. Research population was specified to 122  customers who had taken 

this service from the mentioned bank during 1 January 2009 to 30 April 2010. Questionnaire was 

used as a tool to collect data; then, the descriptive statistics consisting of frequency, percentage, 

and means was applied in order to analyze those obtained data. 

  Based upon the result of this study, most respondents were male in the ages between 

41-50 years, holding Bachelor’s degree, whose family income was found at 15,000-25,000 baht 

per month. They had taken this credit service from the Government Savings Bank, Chiang Mai 

University branch for 6-12 months and were recently allowed to have loaning credit at the amount 

of 1,000,000-3,000,000 baht. The latest period that the bank spent for credit approval was 2-4 

weeks in duration.  Source of information where they were acknowledged about the credit service 

was mentioned to self-contact and the reason in applying for this service was pointed out to the 

proper credit interest rate.  

Hereafter were shown findings of customer satisfaction towards housing loan credit 

services of the Government Savings Bank, Chiang Mai University branch. The respondents 

satisfied at high level towards following factors: product, people, process, physical evidence and 

presentation and price at moderate level towards the PMEFHMTLFMIN/place and promotion factors. 
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The top ten satisfactions were mentioned to the stability-fame-and good image of 

the bank, the short-term and long-term loaning credit services to be selected, the good and 

pleasant personality with reliable and appropriate outfits of credit officers, the good human-

relation and friendliness of officers, the trustable knowledge and skills of officers, the honesty and 

reliability of officers, the approved credit limit, the loaning repayment period, the convenient 

location of the bank to visit, the accuracy in providing advices and suggestions of the credit 

officers, the accuracy and reliability of working system, and the fairness of credit officers in 

offering services to customers without discrimination. 

 Problems that the customers found from this housing loan credit service at the 

studied bank mentioned to the lack of credit information’s distribution, the insufficient numbers 

of officer to serve customers, the delay in approving credit, the delay in assessing collaterals, the 

overcharge of collateral assessment from external company, the over adherence to the bank 

regulation with flexibility of the officer, the unpleasant amount of approved credit, and the 

outdated information. 
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