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ABSTRACT

The objective of the independent study was to study customer’s satisfaction
towards quality service of Village Fund Committee Loan of the Government Savings Bank,
Dokkamtai branch, Changwat Phayao. The data collection was done through questionnaires
distributed to chairmen and committee members of 103 Villages Funds in which the service
type of Village Fund Committee Loan of Government Savings Bank, Dokkamtai branch,
Changwat Phayao. The descriptive statistics of frequency, percentage, and mean, were applied
in the data analysis.

Based on the result of study, it was found that most respondents were 50-59 years
old male agriculturalists with Primary School level of education. It was presented through the
questionnaire’s result that they could earn 5,000 baht or lower for their monthly incomes. Those
respondeﬁts revealed that they had been in the position of chairman of the Village Fund for over
than 24 months. In each village fund, there were more than 120 members, and it was found out

that more than 50 members out of those mentioned numbers of member wanted to loan some



money from the Village Fund Committee Loan of Government Savings Bank with the aim to
spend it for continning their business. In addition, it was pointed out that the loaning fund would
be allocated to each member in the amount of 10,000-15,000 baht. It was, moreover, stated that
the operation length of Village Fund counted from the very beginning up to present was more
than 3 years;. and it found the amount of loaning budget that each village would like to loan
from the Government Savings Bank was around 800,000 baht but not over than 1,000,000 baht,

According to the result of study regarding the customer’s satisfaction towards
quality service of Village Fund Committee Loan of the Government Savings Bank, Dokkamtai
branch, Changwat Phayao, it was found the high satisfaction levels towards all service qualities
as follows ; Credibility, Competence , Courtesy, Reliability, Security, Access, Communication,
Résponsiveness , Tangibles, and Understanding Customers in respectively.

The respondents rated the highest satisfaction in the sub-factor of service quality
as follow, in Credibility was about the trustable reputation of the bank itself. The competence
was in returning loans to the village fund commiittee loan at the determine time. In Courtesy
term concerning on the polite dressing, cheerfulness, and good personality of the bankers. The
Reliability regarding to the certain on-time completion of works that the bankers offered to the
customers while, The Security service terms was that the bank offered to the customers. The
Access was the location which convenience to explore. The Communication term was the
acceptance of any opinion and suggestion given by the customers. The Responsiveness was
about the banker willing to served to the customers in quick respond. The Tangibles term that
was about the environment and decoration of the bank, and, finally, The Understanding of

customers was about the relationship establishment between bankers and customers.



