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ABSTRACT

The objectives of this research were 1) to study the quality of the loan service
of Government Savings Bank (GSB), Robinson Saraburi Branch, 2) to study the personal
factors affecting the service quality of GSB, Robinson Saraburi Branch, and 3) to study
the types of loans affecting the service quality of GSB, Robinson Saraburi Branch. The
population of this research consisted of all the loan customers of GSB, Robinson Saraburi
Branch. This research used the data from a total of 782 loan customers of GSB, Robinson
Saraburi Branch on January 16, 2016. The research instrument for this study was a
questionnaire. The data were analyzed using statistics including frequency, percentage,
mean, standard deviation and t — test and One — Way ANOVA. The results of this study
showed that: the sample consisted of an equal number of men and women aged
26-35 years; holding a Bachelor’s degree; employed by corporations and the private
sector; and with a monthly income of 25,001 - 40,000 baht. The participants in the
sample were satisfied with the quality of the loan service of GSB, Robinson Saraburi
Branch in the following areas: convenient location; enough parking spaces; honest,
punctual and reliable employees; uncomplicated process; bank guarantee in case of
any service related errors and; friendly and empathic employees.

The analysis results can be summarized as follows:

1. Overall, the participants rated all the areas of the loan service quality of GSB,
Robinson Saraburi Branch at a high level.

2. When individual aspects were considered, the analysis revealed that gender
did not affect the level of satisfaction for any of the areas of the service quality, thus
rejecting the established hypothesis.

3. Overall, the different types of loans did not produce different levels of satisfaction
with the service quality of GSB, Robinson Saraburi Branch. The business loan customers had
higher levels of satisfaction than the personal loan customers. When individual aspects were
considered, customers of different types of loans had different levels of satisfaction with
the service quality in terms of responsiveness at the statistical significance level of 0.05.
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