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ABSTRACT

This independent study aimed at exploring member satisfaction towards credit service
quality of Provident Fund-1969 of Board of Welfare of the Foundation of the Church of Christ in
Thailand, in Chiang Mai province. Research samplings were specified to 310 members of the
mentioned fund and collected by using questionnaires. The data were analyzed by using
descriptive statistics, including frequency, percentage, and mean.

The findings showed that most respondents were 41 — 50 years old, married, females,
working as an officer, earning monthly income at the amount of 10,000-30,000 baht, graduating
in Bachelor’s degree, affiliating with schools, and having been member of Provident Fund-1969
for 10-15 years. Recently, they mostly took the loaning service in a type of common loan
(provident-1969).

The results of the study on member satisfaction towards credit service quality of
Provident Fund-1969 of Board of Welfare of the Foundation of the Church of Christ in Thailand,
in Chiang Mai province showed that the respondents satisfied with the following quality
compositions at high level: security, communication, competency, trust, reliability, understanding
and knowing customers, courtesy, access, responsiveness, and establishment of service
recognition, respectively.

The findings also presented the highest satisfied sub-compositions as mentioned above.

For access composition, the highest satisfaction was the convenient location to contact. For



communication composition, the highest satisfaction was the SMS alert on mobile phone to
inform about the loan transfer to members. For competence composition, the highest satisfaction
was the punctuality of loan payment as promised. For courtesy composition, the highest
satisfaction was the well-dress officer in polite uniform. For reliability composition, the highest
satisfactions were the stability of the Board of Welfare itself and the reliable loaning service. For
trust composition, the highest satisfaction was the confidence in their own rights when submitting
the loaning request. For responsiveness composition, the highest satisfaction was the ability to
provide advices of officers on how to choose the right type of loan, loaning interest, and the
monthly pay-back. For security composition, the highest satisfaction was the security when taking
loaning service from the studied organization. For establishment of service recognition
composition, the highest satisfaction was the various channels to access services such as officers,
telephone, facsimile, and Internet — website. For understanding and knowing customer

composition, the highest satisfaction was responses of officers to members’ needs.



