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ABSTRACT

This independent study aimed at investigating satisfaction of customers towards
services marketing mix of housing loan of Government Savings Bank, Phayao Zonal Office.
Samples of this study were specified to 328 housing loan customers of the Government Savings
Bank, Phayao Zonal Office. Questionnaires were used as the tool to collect data. Then all data
obtained were analyzed by the use of descriptive statistics consisting of frequency, percentage and

mean.

The findings presented that most respondents were female, aged 31-40 years old,
graduated with Bachelor’s degree, worked as government official and earned average monthly
income at 10,001-20,000 baht. They mostly took the housing loan service of the bank at Chiang
Kham branch with the purpose of building or renovating house. Most of them got full loaning
amount as requested and were allowed to pay back by installments for the period of 11-20 years.
Reason in taking housing loan service from the Government Savings Bank, Phayao Zonal Office
was given to its low interest rate. Most of them had never taken the housing loan service from any
other bank, except from the Government Savings Bank. For those who used to take housing loan
service from another bank, they revealed that they mostly took such a service from Government

Housing Bank.



The results of the study on satisfaction of customers towards services marketing mix
of housing loan of Government Savings Bank, Phayao Zonal Office indicated that the
respondents ranked their satisfaction at high level to factors namely people, product, physical
evidence and presentation and place, respectively, but at moderate level to process, price and
promotion factors.

The top ten factors that were ranked at the highest satisfaction were presented as
follows: the bank’s fame with good image of stability, the gentle and polite manner and speech
of staff, the well dressing of staff, the friendliness of staff, the proper advice and suggestion
provided by staff, the variety of housing loans such as loan for buying land with house, loan for
buying land and building house, loan for refinancing land and house from other financial
institutions, the reliable staff who was knowledgeable in loan, the enthusiasm and attention in
providing service of staff, the equal services provided by staff, the staff who understood the need
of customer and was able to respond to that need, the clean and large service area, and organized
and tidy arrangement of equipments and document, the facilities that the bank provided to the
customers such as reception seats, welcome drink and sufficient restrooms, the clarity of signs
inside and outside the bank, the appropriate amount of credit approved by the bank, the
expression of staff liable to any error in providing services, the reliability and the accuracy of

system of the bank, and the security system of the bank.



