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Nittaya Niyomwan,2015: A study of customer satisfaction towards and factors influencing the decision to choose
welfare loans under the Memorandum of Understanding between government organizations and Krungthai Bank in
Pathumthani Province, Master of Economics in Business Economics, Department of Economics. Independent Study

Advisor: Associate Professor Chollada Luangpituksa, Ph.D. 100 pages

The welfares provided to government officers and state enterprise employees are fringe benefits in addition to their
monthly salary. The aim of welfare grant is to encourage them to improve their performances as well as attracting people who are
knowledgeable and talented to work government agencies. For this reason, Krungthai Bank co-operates with related departments
to provide more welfare loans to government officers and state enterprise employees for the purpose of enhancing their quality of
life. The purposes of this study are 1) to study customer satisfaction towards welfare loans offered by Krungthai Bank and 2) to
investigate the relationship between personal factors and factors influencing their decision to use welfare loans for government
organizations offered by Krungthai Bank. The data were collected from 400 questionnaires distributed to the sample group from
June to August 2014, The collected data were analyzed using descriptive statistics to obtain frequency, percentage, standard
deviation, and the level of customer satisfaction of welfare loans service. Chi-square was used o test the hypothesis and the result

suggested 95 percent of confidence interval.

It was found from the findings that 35 percent of the respondents were aged between 31-40 years old, holding
bachelor’s degrees or equivalent. 54.75 percent of them worked for state enterprises, and 33 percent had 5 years’ experience.
55.75 percent was new loan requesters, and 48.25 percent had the average monthly salary ranging from 10,001 to 20,000 baht per
month. As for the study of 7 aspects of satisfaction towards welfare loans, the result suggested that products, price, distribution,
marketing promotion and physical appearance were rated as “very satisfied”, followed by personnel and service processes at
“satisfied” level. Regarding investigate the relationship between personal factors and the loan requesters’ behaviors, according to
the hypothesis testing by Chi-square at 95 percent of confidence interval, it was found that the relationship between personal
factors and the factors influencing their decision to use welfare loans for government organizations that there was a relationship
between the age ranges of the loan requestors and their selection to use welfare loans for government organizations in terms of the
needs to request for loans and current loan limits possessed by the customers. Furthermore, there was also a relationship between
the occupations of the loan requestors and their selection to use welfare loans for government organizations in terms of people
influencing the decision to request for loans, sources of information about the loans and the requestors’ understanding of loan

regulations.

In consequence, the bank should improve the quality of their personnel by developing their speed and reliable service,

as well as advertising promotions and public relation channels; furthermore, the bank should accurately clarify the details of loan

regulations to the customers to prevent any possible complaints ﬁlf?%he customers in the future.

Q)@%%‘/’Oj@ / Ho 17 ,07,58%

Student’s signature Advisor’s signature
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