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ABSTRACT

This independent study aimed to study the satisfactory level of customers
towards Personal Loan service rendered by Thanachart Bank Public Company Limited, Khuang
Singh Branch, Chiang Mai Province, by using a questionnaire as a tool in collecting data from a
sampling group of 254 customers. The data was then analyzed by descriptive techniques such as
frequency, percentage, mean and t-test. This was to measure and compare between means of
expectations and experiences of customers towards the personal loan service of Thanachart Bank
Public Company Limited, Khuang Singh Branch, Chiang Mai Province.

As a result of the study, it was found that comparison between expectations and
experiences of customers towards the personal loan service of Thanachart Bank Public Company
Limited, Khuang Singh Branch, Chiang Mai Province appeared as the followings. In an aspect of
Reliability factor, it was found that customers had high satisfactory level in every sub-factors. In
an aspect of Assurance factor, it was found that customers had high satisfactory level in every
sub-factors. In an aspect of Tangibles factor, it was found that the sub-factors much satisfactory
level were that documents, brochures, notices were easy to understand; proper attire; well-
functional office equipment, and good personalities of officers who always have a smile on the
face. The sub-factors unsatisfactory level were up-to-dated equipment put into service, and design
and decoration of the bank for convenience in using service. In an aspect of Empathy factor, it

was found that customers had high satisfactory level in every sub-factors. In an aspect of



Responsiveness factor, it was found that the sub-factors much satisfactory level were sincere
service mind and immediate response when the customers need, readiness in rendering service,
carefulness to customers’ problems, prompt assistance to customers, quick delivery service or
return customers’ call, flexibility, adaptation in rendering service in accordance with each
individual’s need, and readiness to comply with the customers’ request — being able to answer the
question, listening to complaint and solving problems for customers. The sub-factor

unsatisfactory level are prompt service system.



