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ABSTRACT

This study on the “Quality of Loan Service by the Government Savings Bank,
Sobtui Branch, Lampang province,” had the following objectives: 1) to know the personal and
socio-economic characteristics of the clients who obtain the loan services of the Government
Savings, Sobtui branch in Lampang, and 2) to evaluate the quality of loan services following the
opinions of the clients. By simple random sampling, a total of 129 respondents were clients with
loan applications ranging from 100,000 to 3,000,000 baht that were approved and had savings
account for the period of October to December 2006. Using a pre-tested questionnaire for its
objectivity and accuracy, data were collected in March to August 2007 and analyzed using
SPSS/PC program.

Results of the analyses showed that majority of the respondents were married
males, aged 43 years in average, finished Bachelor’s degree in average, working as government
officials with average monthly salary of 22,924 baht and with loans of 394,031 baht in average.

Concerning the quality of loan services as a whole, the study showed that the
respondents knew five aspects of the quality of loan services as follows: 1) external characteristics,
2) consistency or reliability, 3) confidence in giving services, 4) rapid response to inquiries, and

5) understanding of the clients’ emotional needs.
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