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Abstract

This research was a quantitative as well as qualitative study about an approach to the
development of housing credit service of Krung Thai Bank, Petchkasem Road Branch, Hatyai
District, Songkhla Province, with the objectives of studying levels of satisfaction, problems and
obstacles, and of making suggestions on the development of the service so as to satisfy housing-
credit clients. The population of this study was a group of housing-credit clients of the said bank in
the year 2004, with a sample size of 243. The objectives of the study were 1) to study the levels of
clients’ satisfaction with the housing credit service of the bank in question, 2) to study problems
and obstacles in connection with the said service, and 3) to suggest an approach to the development
of the stated service so as to satisfy clients of the said service.

The results of the analysis were as follows. Regarding the state of service to clients on
the basis of the clients’ satisfaction with the service, the clients’ satisfaction with the bank officials’
competency of service was at a high level. Regarding access to the service in question at the said
bank by clients based on the clients’ satisfaction with the service access, the satisfaction was at a
high level.

Most problems and obstacles concerning the service were as follows. Regarding
personnel, they were not ready to work, and rarely showed enthusiasm and responsibility at work.
Regarding supplies and equipment as well as technology, the data transmitted were unclear and
outdated; some supplies and equipment were too old and out of date. Regarding physical plant, the
parking space was inadequate and inconvenient for use. Regarding servicing as a whole, it did not

quite cover all points.



Suggestions on an approach for the development of the service to clients were as
follows. It was felt by the sample group that the bank personnel should most of all be friendly and
polite of language, and present smiling faces. Secondarily, personnel should be assigned
appropriate work positions. Regarding access to the service by clients, frequently found was the
clients’ feeling that there was a need for modern equipment properly repaired and upgraded for
efficient communication. Physical plant was next, involving a need for more convenient parking
space. Regarding management, it was frequently felt that all clients should be accorded the same
recognition and service. It was felt next that the work system should be better organized for speed,
that educational and public-relations data should be clear and up-to-date, and that steps should be

shortened for convenience and speed of service to clients, respectively.



