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Abstract

This research aims to evaluate the quality of bank loan service on “the people’s bank”
project of Government Savings Bank, Hatyai Branch, Songkhla Province and to compare results of
the service quality assessment on “the people’s bank” project, divided by individual factors.
A survey questionnaire was used to collect data from 300 bank customers who participated in the
project, selected by systematic sampling. Data were analyzed by frequency, percentage, mean,
standard deviation, t-test and One-Way ANOVA.

The results of the study found that most of the bank customers participating in “the
people’s bank” project for loan service were female, aged between 31-40 years old, Buddhism,
private and government employees, married, educational background at an associate degree or
diploma level. Also, their net income per month was approximately 20,000 to 30,000 baht. This
study illustrated that the overall level of service quality was at the highest level. Moreover, the
customers with different levels of educational background provided assessment on service quality
in the aspect of assurance differently at 0.05 statistical significance.

Keywords: Service quality, People bank project, Government savings bank
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