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ABSTRACT

The Economy crisis in the year 1997 had slowed down many large-scale businesses.
This crisis tremendously affected the overall economic structure of Thailand. There were numbers
of businesses that shut themselves down to avoid bankruptcy. Many large-scale entreprenuers
have. suffered and eventually turned to smaller trade. The retail merchants have been struggling
indifferently. The government is well aware of these problems. Therefore, the order was given to
the Government Savings Bank (GSB), which is the bank for Thai citizens at grass-roots level, to
solve the problems. GSB has set the loan program called “the people bank loan project” for the
entrepreneurs and small business owners by lending out the working capital fund. The lending
amount is not very high and has a long period of time of repayment. This project is created in
order to help merchants to run their businesses smoother as well as encouraging them to save
more money.

This study aims to investigate the customer behavior and satisfaction of loan service
of the Government Savings Bank, Prakanong Branch, Bangkok. The data were collected by
means of a questionnaire. The convenience sampling technique was used in 10 areas around
Prakanong for the random selection of four hundred respondents in this study. Frequency,
percentage, mean and standard deviation were parameters used in this study.

The result showed that the majority of the respondents were males within the age
bracket of 20-30 years. They were single and had earned a bachelor’s degree. They were all
employees within the monthly income bracket of 15,001 — 25,000 baht. The findings also showed
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that the majority of the respondents had used the banking service of GSB before the people bank
loan project was lauched. 389 out of 400 respondents had their first loan with the people bank
loan project and never missed a loan payment. The majority of personal guarantees in this people
bank loan project were already members of the loan project. The main purpose of the loan was
personal use. The credit line yielded from this project ranged from 50,001 to 100,000 baht. The
respondents took this loan because they wanted a working capital fund. They were accustomed to
a loan service offered by other banks. They had taken the loan from Siam Commercial Bank
before. They showed a tendency to want to take a loan from GSB in the future. The result showed
that the overall customer satisfaction of GSB’s loan service ranked in a high level. The highest
rank was found in the equivalent service and the location of the bank followed by the well-timed
service, the ample service, the advanced information technology service and the process of
obtaining a loan and credit approval respectively.

This study proposed some suggestions regarding the improvement of the bank
employees. The bank employees should be encouraged to check out the business more closely
and regularly to check the fact and the borrowers in-depth information. Employees should be
service-minded and able to provide an accurate and complete information to customers. The
service improvement was also suggested to speed up the loan process. The loan applications
should be filed and processed sequentially. The unnecessary steps should be revised. The process
of loan approval should be faster. The advertisements should be promoted to boost up the sales

especially when the sales shows some declination in growth.
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