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ABSTRACT 

 

 The purpose of this research was to study customer satisfaction toward kasikorn thai 

bank home loan customer service in Bangkok. It was done by the technique of using 

questionnaire to ask the customers.  The total samples were 356 persons, who already signed 

contract with kasikorn thai bank home loan. The level of reliability for this study result was 

0.9328.  Statistical method used for calculating surveyed data were percentage, arithmetic mean 

and standard  deviation and hypothesis test which are t-test and  F-test . 

 The results of this study shown as follow: 

 1. The study found that the majority of this data was male which are 181 samples or 

50.8 % . Customers age are ranged between 34 - 47 years old from 198 samples or  55.60%.  

Marital customers are 201 samples or 56.6%. Customers with two dependants are 136 samples or 

38.20%. Bachelor’s degree are 166 samples or 46.60%. The business owner are 164 samples or 

46.10% . Revenues are between 10,000 – 50,000 bath from 175 samples or 49.20%. Customer 

whose loan purpose is to purchase town house are 130 samples or 36.50%.  

 2. The results from this analysis study of 5 satisfaction categories toward the  kasikorn 

thai bank home Loans customer service in Bangkok shown that the average value of overall 

satisfaction are at 3.77. The most satisfied service is kasikorn thai bank consistency service 

among customers which are averaged at 3.97 points followed by a timely manner service with 



mean of  3.86 points , an adequate of service with mean of 3.73 points. Finally, a continuous 

service and  advance in customer service are at  the same level in  3.71 points. 

 3. From the hypothesis test, the study found that the same satisfaction could found in 

the group of kasikorn thai bank’s customers who have the correlation factors in sex, marital status 

and  loans purpose. Although, in the other group of customers who have the correlation factors in 

age, number of dependants, education, occupation and revenue , the satisfaction of this group is 

different.  Last but not least, the statistical  level of both groups on the satisfaction of  h kasikorn 

thai bank home loans  could shown in the same level at .05 points. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



  1 

 

 

 

1.1    

                 

 

 2540    

     

     

 (NPL)  14  2541 

 (International Monetary Fund  IMF) 

  

   

 3   

NPL  100  2543 

 52  

     

  ( )    

 

 

 NPL   

     

  

 

  

  

   



 
                                                                                                                                                           
 

 

2 

 

 

   

 

  

 

 

   

  

    

   

    

 

   

  ( ) 

  

 

1.2   

  1.2.1   

 ( )  5              

           

1.2.2

   ( )  

 

 

 

 

 

 



 
                                                                                                                                                           
 

 

3 

 

1.3   

         

   ( )   

                        

                                          

5     

 

 

 

 

 

 

 

 

          

          

          

 

 

 

 

 

      

      

      

      

      

 

 

 

    

 

        1.1   

 

1.4   

 

 

 

 

 



 
                                                                                                                                                           
 

 

4 

 

1.5   

1.5.1    

  ( )        

1.5.2       

  1.5.2.1  

 3,200    -  2548 

  1.5.2.2     (Toro Yamane) 

 356   

 

      1.6   

1.6.1       

 

 

 

1.6.2       

  

1.6.3     (  )

    

     

      

1.6.4    

   ( )        

1.6.5    ( )   

       

 1.6.6     

  

  

1.6.7    

  



 
                                                                                                                                                           
 

 

5 

 

 

 

1.6.8          

 

1.6.9       

    

  

1.6.10    

     

1.7    

1.7.1   

  ( ) 

1.7.2   

   

1.7.3     

 

             

 

 

 

 

 

 

 

 

 

 

 



 
                                                                                                                                                           
 

 

2 

 

 2 

 

 

 

  

 ( )  

  

   2.1     

        2.1.1    

        2.1.2   

        2.1.3       

   2.2   

        2.2.1     

        2.2.2   

        2.2.3   

        2.2.4   

        2.2.5   

  2.3   

        2.3.1   

        2.3.2   

 

2.1   

     2   

 (Job Satisfaction)   ( Service 

Satisfaction)    

 

 

 

 



 
                                                                                                                                                           
 

 

3 

 

2.1.1   

  (Morse, 1958 : 27)  

    

  

   

 

   (Elia and Partrick, 1972 : 283-302) 

  

   

  (Good, 1973 : 320)   

     

 

  (Wolman, 1973 : 384)  

  

   (Vroom, 1964 : 99) 

     

 

 

    (     , 2543 : 4)   

  

 

    (     , 2543 :4)  

  

 

    (     , 2543 : 6)  

  (Need)   

  



 
                                                                                                                                                           
 

 

4 

 

    (2534 : 11-12)   

   

   

    (     , 2543 : 6)  

 

 

  

  

  

   

  

   

        

    

    (Interaction)  

 (Man)    (Management)  

  (Customer)    

            

      

      

      

    

        

  

     

(Man)    

  (Service Mind) 

 



 
                                                                                                                                                           
 

 

5 

 

2.1.2   

          2.1.2.1   

    (2525 : 3)  “     

 ”   

      

         

      

    (2539 : 6 )   “ ”   

    

 

   (     , 2544 : 27-32 ) 

       

    

  

          

      SERVICE   

     7    

    7   

S  =    Smiling  &  Syrnpathy          

 

E  =   Early  Response    

 

R  =   Respectful    

V  =   Voluntariness  manner      

 

I   =    Image  Enhancing      

 

C  =   Courtesy          



 
                                                                                                                                                           
 

 

6 

 

E  =   Enthusiasm       

 

        

     

        

 

          2.1.2.2   

    ( 2530 : 21-26 )     

     

   

        

      

   

   

     

 

 

 

 

 

 

 

 

    

1.   

 1.1    (One Stop Service)  

     



 
                                                                                                                                                           
 

 

7 

 

 1.2    (One Roof Concept)    

        

 

 1.3    (Package service )     

      

   

 1.4    (Office Lay Out)      

        

       

     

   

     

 

2.    

 2.1      

  

 

 2.2     

     

10   20   30       

     

           “    

”   

 2.3      

        

     

 

 

 



 
                                                                                                                                                           
 

 

8 

 

3.   

 3.1  

   

 3.2         

         

 3.3        

     “ ”     

     

        

       

 

           

 2.1.2.3    

    ( 2537 : 67 )    

      ( 

Impersonal )      

   

 

    (2537 : 64)    

 

   (2540 : 75-78 )        

     

    

   

    

          

       2 

   



 
                                                                                                                                                           
 

 

9 

 

  1.   ( One stop Service )    

   

     

   2.  (Automatic Service)   

           

  

      

      

 

   1.         

   2.        

   

3.        

   

   4.    

   5.   

6.         

 

7.      

  

8.      

9.     

 

10.      

11.   

12.     

   



 
                                                                                                                                                           
 

 

10 

 

 1.     

         

     

          

     

 2.            

1     

           

       

    

 

 3.    

    

   

 4.        

  ( )     

     

   

 

 

2.1.3   

           “

  

” (   , 2538, .11)  

  

 

  

  



 
                                                                                                                                                           
 

 

11 

 

  

 

   4   

1.   

2.   

3.   

4.   

  

  

   

  

 

 

 

  

  

   

  

   

   

 

   

 

  

  

   



 
                                                                                                                                                           
 

 

12 

 

      

 

   

  

  

  

 

  

  

  

    1.     

    

 

     2.   

 

     3.    

  

     4.    

  

   

 

     5.     

   

    6.   

  

  

 

    7.   

    



 
                                                                                                                                                           
 

 

13 

 

   (Kotler 1997 : 473)  

(Intermal Marketing)   

(Extermal marketing)   

(Interactive marketing)   

 (Intermal marketing) 

 

  

   (Extermal marketing) 

    

   (Interactive marketing) 

  

  

  

    (technical quality) 

     (Functional quality) 

    (Search qualities) 

    (Experience qualities) 

    (Credence qualities) 

 

2.2.1     

              (John D. Millet 1954)  

 (Satisfactory Service) 

  5    

  

 1.   (Equitable Service)  

 

  

 



 
                                                                                                                                                           
 

 

14 

 

 2.   (Timely Service)  

 

 

 3.   (Ample Service)  

  (The right quality at the 

geographical)   

 

 4.   (Continuous Service)  

  

 

 5.   (Progressive Service)  

  

 

      5   

 John D. Millett    

    

 1.   ( Equitable  Service )  

      

-    

 

 2.    ( Timely  Service )  

    

            

    

 

 3.    ( Ample Service)  

       



 
                                                                                                                                                           
 

 

15 

 

      

   

 4.   ( Continuous  Service)  

        

   

    

   

 5.   (Progressive Service) 

       

      

 

 

      2.2.2     (Expectancy Theory) 

  

     

 (    

   

 )  

 

  ( Mc Cormick I Igen, 1980 : 396) 

            

 (Outcomes)  (Violence)   

(Expectancy)  

 (Probability)  

  

(Outcomes)     

 

   



 
                                                                                                                                                           
 

 

16 

 

 

     

 

   2.2.3    (Maslow’s Needs Hierachy Theory) 

   (Maslow’s General 

Theory Human)   

 1.   4 (Physiological Needs)  

      

 

 2.   (Safety of Security Need) 

  

 3.   (Social Needs or Love Needs) 

  

 

 4.   (Esteem Needs or Status 

Needs)  

 

 5.   (Self-Actualization Needs) 

 

 

  

   

 

 

 

      

 



 
                                                                                                                                                           
 

 

17 

 

 

   2.2.4   

 

   

 

  

  

  (National Foremen’s 

Institute,1963     2543 : 18-24) 

  

  

   

  

 1.   

 

     

 

  

  

 2.    

 

 

 3.    

 

  

 



 
                                                                                                                                                           
 

 

18 

 

 4.   

 

 

  

 5.     

  

 6.   

  

  

 

 7.   

  

   

 

 8.       

   

 9.   

 

 

 10.   

  

 

  

  

 

 1960  35  

 



 
                                                                                                                                                           
 

 

19 

 

 10  

 14   (   , 2538 : 15-20) 

 1.   

   

  

  

  

  

   

  

 2.  5   

  5  

 

 5  

  

 

    

  3.   2  

 

    

   2  

 2   

    

  

 

  4.  5  

  

   “ ”  

  



 
                                                                                                                                                           
 

 

20 

 

  

 

 

 

 

  5. 

 

  1  

 

 99    

  1  

 

  

  

 

 

  6.    

   

 

   

  

 

    

  

  (EMS) 

  

 



 
                                                                                                                                                           
 

 

21 

 

  7.   

 

  

 

 

  8.   

    

   

   

 

     

  

  

  9.    

 

   

    

 

  10.    

    (Freemantle,1993)  

 

  10.1   (Know The Product) 

  10.2   (Know The Service) 

  10.3   (Know The Organization) 

  10.4    (Know  How  To Get Thing 

Done) 

 10.5   (Know How To Get Problems Resolved) 

 10.6   (Know Regular Customers By Their Name) 



 
                                                                                                                                                           
 

 

22 

 

  11.    

  

 

  

 

   

 

  

  

 

  12.     

  

  

  

   

   

  

 

  13.      

  

 

    

  

 

  14.   

   

   

  



 
                                                                                                                                                           
 

 

23 

 

  

   

 

  

   

 

 

  

 

 

              

 2.2.5   

   Karl A, Sengupta & Thorbecke, 1966 

(Classical Idea)  (    , 2541 : 21-23)  

 (Narrow Idea)    (Standard)  

 

 

 

 =  

 

 2.  (Model Idea)   

 

 

 

 

 

 =  

 

  2.1   

 

 

 

  

  



 
                                                                                                                                                           
 

 

24 

 

 

 

   

  

  

  

 

 

   

  

  

1.  

 2.  

 3.  

 4.  

 5.  

 6.  

 7.  

 8.  

    5  

 

  ( )  “5 ”  

 1.  (Seiri) 

 2.  (Seiton) 

 3.  (Seiso) 

 4.  (Seiketus) 

 5.  (Shitsuke) 

  “5 ” 



 
                                                                                                                                                           
 

 

25 

 

   / /

  

      

  

    3 .  

 

     4 .  

 

    5 . 

 

     

  /   

 

   

   

    

     

 

2.3   

        2.3.1    

   (2543)  

   -  

    

 

  

    

    

 



 
                                                                                                                                                           
 

 

26 

 

     (2541) 

  ( )        

    

   

      

    

    

 ( )    .05 

          

  

( )     

    (2545) 

   

    

  

  

   

  

   

  

 

   

 

    

      

 

    (2543) 

    ( )  



 
                                                                                                                                                           
 

 

27 

 

    ( )   

     

50,000 – 100,000      

 (2-3  1 )    

 2   

 500,001 – 1,000,000  

   ( )  

   

  

    ( )   

     

   

( )         

 

     (2543) 

    

 

  5    

  

   

 

 

  5   

  

  

  

1     



 
                                                                                                                                                           
 

 

28 

 

   (2543) 

  ( )    

   31-40  

 /   1-5  

 1  

 ( )    

   

  

    

         

 

     (2544)  

 

   

 

 

  

   

   

 

 

 

    

   

   

 

   

 



 
                                                                                                                                                           
 

 

29 

 

    

 

 

   

 

   

 

    

   

   

 

     

 

 

 2.3.2       

        (Brian Stipak, 1979 : 46-52)  

 

    

   

 (Subjective Evaluation Scales) 

   

   (Objective Characteristics)  

    

  

  

  

   

   

 



 
                                                                                                                                                           
 

 

30 

 

 

 

   (Fitzgerald and Durant, 1980 : 585-594) 

   5   

     

 (Subjective Aspect Evaluations)     

      

 (  

 )    

  

 

  

  

 

 

 

  

 

  

  

 

      (Bouman & Norman, 1975 ) 

  

 (Routine  Day-to-Day) 

   

  



 
                                                                                                                                                           
 

 

31 

 

    

  

 

 

 

 

 



 35 

 3 
 

         
 

     

 ( ) 

 

    3.1   

   3.2   

   3.3   

   3.4   

   3.5  . 

   3.6   

   3.7   

 

3.1   

 3.1.1       

 ( )         2548 

 3,200   (  2547      

 ) 

 3.1.2   356  

    (Taro Yamane)  .05 

 3.1.3     2 
 

 

3.2   

       

 ( )  

 

 2     



 36 

 1   

(Check – List)     

        

 2  

 ( )  

     

 

 Likert Scale  5     

        5        

     4      

    3      

    2      

    1      

   

3.3   

   

3.3.1   

           3.3.1.1    

    

 

           3.3.1.2   

           3.3.1.3  

 5            

   20   

           3.3.1.4    

         

 

 

 

3.3.2  (Validity) 



 37 

3.3.2.1  5  

 

3.3.2.2  

(Index of item objective Congruency) 0.5 

  IOC   0.5  

  3.3.3     (Reliability) 

3.3.3.1  (Tryout)  

   ( )   

30  

3.3.3.2   ( Reliability)   

  ( - Coefficient)   (Cronbach)   

.9328 

 

3.4    

   

3.4.1    

     

   ( ) 

  

3.4.2   

 

3.4.3    

 

 

3.5   

  

      

3.5.1  

3.5.2  

3.5.3  



 38 

3.5.4  

 

3.6   

      

 

3.6.1   

          3.6.1.1    (Percentage) 

          3.6.1.2    (Mean) 

          3.6.1.3    (Standard Deviation) 

3.6.2    

3.6.2.1   (Reliability) 

3.6.2.2    (Index of item objective congruency)  

Validity 

3.6.3   

3.6.3.1   t-test  Independent 

3.6.3.2  F-Test 

3.6.3.3  LSD (Least Significant 

Difference)  

 

3.7   

  (Best, 

1981:182)  

    1.00 – 1.80   

   1.81 – 2.60   

    2.61 – 3.40   

   3.41 – 4.20    

   4.21 – 5.00    

 



39 

 4 

 

 

 

     

 ( )  

 

     4.1   

     4.2   

    4.3   

    4.4   

    4.5   

 

4.1   

      

    X       

    S.D.       

    *       .05 

    t        (t – test) 

    F        (F – test) 

    Sig.       

 

 

 

 

 

 

 

 



40 

4.2   

               

              4.2.1   

                         

      

      

   

   

      

      

      4.2.2   

     

    

     

 

4.3   

        

 4.3.1   

 4.3.2   

 4.3.3   

        4.3.4   

 4.3.5   

 

 

 

 

 

 

 

 



41 

4.4   

    5  

   1.00 – 1.80   

  1.81 – 2.60     

   2.61 – 3.40    

  3.41 – 4.20    

 

4.5    

         3   

       1       

       

 

      2   

  5                

     

      3  

       

      

  t-test  F-test    LSD 

(Least Significant Difference)  .05 

 

 

       1 

   

 

 

 

 

 

 



42 

 4.1  

   

  

                                

                                       

20 -   33        52   28.70  60 34.30         112        31.50  

34 -  47                 102   56.40  96 54.90      198         55.60 

48 -  60         27   14.90  19 10.90           46        12.90 

      65   35.90  64 36.60         129        36.20

   104   57.50  97 55.40         201        56.50

           6     3.30  11   6.30           17          4.80  

          6     3.30    3   2.50              9          2.50  

 1     58   32.00               46 26.30         104        29.20

 2     58   32.00  78 44.60         136        38.20

 3     35   19.30  27 15.40           62        17.40     

 3     30   16.60  24 13.70           54        15.20    

    74   40.90  73 41.70         147        41.30

    82   45.30  84 48.00         166        46.60        

    25   13.80  18 10.30           43        12.10     

        64   35.40      70 40.20           134        37.70                 

   89   49.20               76 43.70         165        46.50                 

    11     6.10     7   4.00           18          5.10

     8     4.40 11   6.30           19          5.40                  

         9     5.00  10   5.70           19          5.40  



43 

 4.1 ( )

                                           

                                                                             

  
 /  

               10,000  - 50,000            171        94.50             167         95.40             338         94.90 

                   50,001  - 90,000                8          4.40                 4           2.30               12           3.40   

                    90,000     2           1.10 4           2.30 6            1.70

 

          55        30.40                64        36.60             119         33.40 

                               59        32.60                71        40.60             130         36.50 

              67        37.00                40        22.90             107         30.10 

 

  

    4.1  181  

50.80  175   49.20 

     34 – 47   198  

 55.60  102  56.40  96  

 54.90   48-60  46   12.90 

 27  14.90  19   10.90 

     201 

 56.50 104  57.50  97   55.40  

  9  2.50  6 

 3.30  3   2.50 

     2  

  136   38.20  58  32.00  

78   44.60  3  54 

 15.20  30  16.60  24  

 13.70  



44 

    

 166  46.60  82  45.30 

 84   48.00    43 

  12.10  25  13.80  18 

  10.30 

       165 

 46.50  89  49.20  76  

 43.70  18   5.10 

 11  6.10  7   4.00 

      10,000 - 

50,000  338  94.90  171  94.50 

 167   95.40   90,000  6 

  1.70  2  1.10  4  

 2.30 

     

 130 36.50  59  32.60 

 71   40.60  107 

  30.10  67  37.00  

40   22.90 

 

 

 

 

 

 

 

 

 

 

 



45 

      2  

  5                   

        

 

 4.2  

  ( )     

   

                                                             X            SD         

 

   1.               3.97         .63            

   2.                      3.86     .66            

3.       3.73     .58         

4.      3.71     .68        

5.      3.71     .56         

 

             3.77         .53           

  

     4.2  

  ( )  

  3.77   .53 

      

    

3.97  .63     3.86 

 .66     3.73 

 .58    3.71 

 .68    3.71  .56 

 

 

 



46 

 4.3  

  ( )       

 

                                                         X               SD.           

 

   1.              3.93             .65               

  

   2.                  4.00         .75               

 

            3.97            .63               

   

 

      4.3  

       

     3.97 

 .63  

          2  

 4.00  .75  1 

 3.93  .65 

 

 



47 

 4.4  

   

 

                                        X          SD.               

 

 1.   3.36  .90       

 2.    3.69  .67                                       

                  

 3.    3.87  .77                 

       

 4.  3.77  .81          

        

   

                         3.86 .66         

  

     4.4  

           

  3.86   .66   

         3  

  3.87  .77 

 4   3.77 

 .81  2  

 3.69  .67   1 

   3.36 

 .90    

 

 

 

 



48 

 

 4.5  

    

                   

                                        X            SD.          

 

1.     3.75 .73            

2.        3.35        .86            

3.          3.85        .73             

4.                     3.82         .71             

5.          3.65        .68              

 6.                     

                    3.62        .72            

 

                                          3.73       .58              

    4.5  

 

     3.73 

 .58   

         3 

 3.85  .73   4  

  3.82  .71   1 

 3.75 .73  5  

3.65    .68   6   

   3.62   .72  2 

    3.35  

  .86  

 

 



49 

 4.6  

    

 

                                                 X           SD.             

 

1.                     3.74        .76            

       

        

 2.                       3.65     .72                  

      

                             3.71     .68                

      4.6   

     

      3.71   

  .68    

          1 

  3.74 

  .76   2  

  3.65  .72 

 

 

 

 



50 

 4.7  

    

                                

                                                       X          SD.        

 

    1.  /      3.75 .70             

     

2.                   3.83        .65             

3.                          3.63        .73  

      

    4.                         3.66        .71  

     

           5.                      3.62       .82              

        6.                         3.66       .73              

   

 

                       3.71        .56             

 

     4.7  

      

     3.71   

 .56   

         2 

    3.83  .65  

  1  /  

  3.75   .70   4   

   3.66    .71  6   

 3.66  .73   3 

   3.66  .71   5 

   3.62   .82  



51 

 

       3  

      

             

 

 

 4.8   

  ( )   

 

       

                                    t-Value   Sig. 

        X             S.D      X             S.D 

 

     4.00 .62 3.93 .63 1.147    .421 

     3.87 .65 3.85 .66 .165    .881 

     3.72 .60 3.75 .56 -.461    .477 

     3.71 .69 3.71 .67 .056    .508 

     3.70 .57 3.71 .55 -.166    .667    

  

              3.77 .54 3.77 .52    .00  .708

    

 

        4.8   

  ( )    

  

   

           

 

 

 



52 

  4.9      

  ( )   

 

 

               

      20 - 33      34 - 47      48 - 60        F-Value    Sig. 

                 X          S.D         X        S.D          X          S.D 

 

     4.04 .60 3.90 .65 4.09 .55 2.820   .061 

      3.85 .64 3.82 .69 4.05 .53 2.367   .095 

      3.67 .60 3.72 .58 3.96 .48 4.171* .016 

      3.67 .55 3.68 .75 3.91 .60 2.295   .102 

  3.70 .54 3.67 .57 3.88 .53 2.674   .070 

 

             3.75 .51 3.74 .55 3.96 .46 3.412 *.034  

 

 

        4.9   

  ( )    

  48-60    20-33    34-47  

 .05  

         

 48-60   20 - 33    34-

47    .05   

 

 

 

 

 

 



53 

  4.10  

  ( )   

 

         

                     34-47           48-60 

 

  X          3.72                 3.96   

 20-33 3.67       - 0488              -.2875 *  

 34-47 3.72                 -.2388 * 

 

  4.10  20-33  

48-60   34-47    48-60  

   

.05   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



54 

  4.11   

                          ( )   

                         

 

        

                                          F-Value Sig. 

                 X       S.D     X     S.D      X     S.D      X      S.D 

 

          4.01    .60   3.93    .66    3.94    .49    4.11    .60     .555      .645 

      3.89    .65   3.84    .68    3.80    .56    3.97    .47     .293      .831 

      3.71    .56   3.75    .60    3.63    .46    3.81    .53     .327      .806 

      3.69    .63   3.70    .72    3.76    .47    4.00    .50     .593      .620 

  3.66    .51   3.74    .59    3.63    .53    3.92    .49   1.061      .366 

  

            3.76    .50   3.78    .56    3.71    .45    3.92    .46     .339      .797 

 

 

      4.11   

  ( )  

      

  

         

 

 

 

 

 

 

 



55 

 4.12    

  ( )  

 

 

        

                        1            2            3      3  F-Value  Sig. 

          X       S.D    X       S.D    X      S.D       X    S.D 

 

     4.00    .62    3.90    .63    3.99     .59    4.03   .68   .765   .514 

      3.81    .68    3.79    .64    3.92    .61    4.05    .69 2.237   .084 

      3.65    .59    3.68    .57    3.79    .50    3.95    .61 3.894* .009  

      3.65    .64    3.64    .68    3.73    .66    3.96    .71 3.153* .025       

  3.61    .56    3.66    .53   3.77     .56    3.94    .57     4.967* .002  

 

             3.71    .52    3.71    .51   3.82     .50    3.98    .58    3.938*  .009  

 

 

       4.12  

  ( )  

    

 .05  

          

        3  

 1  3   

 .05  

 

 

 

 



56 

  4.13  

  ( )  

 

 

                 

          2          3         3  

 

  X         3.68        3.79       3.96 

     1  3.65      -.0308     -.1349     -.3044 * 

     2  3.68        -.1040    -.2736 * 

     3  3.79         -.1696 

         

 

       4.13  

 1   3  

 2   3    

   

 .05 

 

  4.14  

  ( )  

  

 

               

                        2          3         3  

 

  X       3.64        3.73          3.96 

     1  3.65     .0116      -.0752      -.3043 * 

     2  3.64        -.0868      -.3159 * 

     3  3.73           -.2291  



57 

       4.14  

 1   3  

 2  3  

 .05  

 

  4.15  

  ( )   

 

 

               

         2        3          3  

 

  X       3.64       3.73          3.96 

     1  3.65    -.0480    -.1631      -.3337 * 

     2  3.64      -.1151      -.2858 *  

     3  3.73          -.1706 

     

 

       4.15  

  1     3    

  2    3  

    

 .05  



58 

 4.16            

                          ( )   

 

        

                          F-Value Sig. 

                  X      S.D              X       S.D          X        S.D   

    

     3.97       .61         3.94       .67        4.02       .51          .262   .770 

      3.94 .58 3.80 .72 3.80 .64         2.057   .129 

      3.85 .54 3.63 .61 3.73 .53 5.849* .003  

      3.82 .63 3.61 .71 3.70 .65 3.850* .022  

  3.80 .51 3.60 .60 3.82 .48 5.832* .003 

 

             3.86      .49          3.68 .57 3.80 .48 4.473* .012  

 

 

       4.16  

  ( )  

   

 .05   

       

   

        

.05  

 

 

 

 

 



59 

   

   

  4.17  

  ( )    

 

                               

            

   X                         3.63   3.73 

        3.85   .2235 *   .218  

         3.63              -.1000  

     

 

      4.17 

  

.05  

 

  4.18  

   ( )    

 

       

         

 

  X     3.61   3.70 

       3.82  .2121*              .1172 

        3.61               -.0948 

 

       4.18  

  

  

 .05  



60 

   

  4.19  

  ( )     

 

        

                              

   X                       3.60                   3.82 

  3.80                    1970*                -.0213  

  3.60                -.2183* 

    

 

       4.19  

   

 

  

 .05  

 

 

 

 

 

 

 

 

 

 

 

 

 

 



61 

  4.20   

  ( )   

 

 

        

          .       .            F-Value  Sig. 

             X      S.D     X      S.D    X     S.D     X      S.D     X    S.D 

 

      3.88    .63    3.96    .62    4.27  .66    4.07    .47   4.18   .69    2.295     .059  

        3.78    .68    3.90    .64    4.23  .52    3.57    .57   4.09   .65     3.573*  .007  

        3.70    .56    3.74    .59    4.12  .45    3.32    .46   3.98   .61    5.531*   .000  

        3.64    .70    3.74    .65    4.16  .54    3.39    .56   3.78   .75    3.621*   .007  

       3.72    .53    3.67    .57    4.08  .55    3.36    .47   3.86   .59    4.374 *  .002 

 

                  3.73    .52    3.77    .54   4.15   .49    3.47    .41   3.97  .56    4.694 *   .001  

 

 

       4.20  

  ( )  

  

 .05  

        

         

   

  .05  

 

 

 

 



62 

   

  4.21  

  ( )     

 

                

                        .             

 

  X   3.90            4.23        3.57      4.09 

      3.78         -.1316     -.4622 *         .1949             -.3182 * 

      3.90      -.3306 *          3265*             -.1866 

        4.23           .6572 *              .1440 

       3.57                -.5132 * 

      
 

          4.21 

      

   

    

  

 .05   

 

 

 

 

 

 

 

 

 

 

 



63 

   

  4.22  

  ( )     

 

                 

                        .             

 

       X           3.74       4.12           3.32              3.98  

  3.70        -.0541       -.4255 *          3703 *           -.2876 *   

   3.74    -.3714 *         .4244 *           -.2335 

      4.12           .7958 *            .1379 

   3.32              -.6579 * 

 

   4.22  

     

    

      

  

   

 .05  

 

 



64 

  4.23  

  ( )     

 

            

                       .              

 

        X                           3.74                 4.16                  3.39                    3.78  

  3.64       -.0932              -.5159 *          .2560               -.1387  

   3.74     -.4228 *          .3492 *             -.0456 

      4.16            .7719 *              .3772 

   3.39                 -.3947 

  
 

 

    4.23 

    

    

 

  

 .05  



65 

  4.24  

  ( )     

 

            

                         .           

 

     X                  3.67      4.08            3.36                3.86 

  3.72        .0434   -.3591 *          .3558 *           -.1442 

   3.67    -.4024 *          .3125 *           -.1875 

      4.08            .7149 *            .2149 

   3.36                .5000 * 

  
 

       4.24  

      

    

   

    

 .05  

 

 

 

 

 

 

 

 

 

 



66 

 4.25   

  ( )    

 

               

             10,000 – 50,000    50,001- 90,000    90,000    F-Value   Sig. 

                 X          S.D         X        S.D         X        S.D           

 

       3.98 .611 3.95 .66 3.95 .64 .141     .869 

      3.95 .59 3.80 .75 3.75 .67       3.327*   .037  

      3.80 .56 3.76 .59 3.60 .59       3.900*   .021 

      3.78 .62 3.71 .67 3.58 .75       2.742     .066 

      3.77 .52 3.71 .62 3.58 .56       3.743* . 025      

 

                        3.84 .50 3.77 .58 3.66 .53       3.641*  .027  

 

       4.25  

  ( )  

  

 .05  

          

   10,000  50,000 

  50,001  90,000   90,000 

  .05 

 

 

 

 

 

 

 



67 

  4.26  

  ( )    

 

                        

                                           50,001- 90,000   90,000 

         X      3.80                                     3.75 

    10,000- 50,000  3.95    .1505                 .1969 * 

    50,001- 90,000  3.80             .0464 

 

       4.26  10,000- 

50,000     90,000  

    

 .05  

  4.27  

  ( )     

 

           

                                            50,001- 90,000   90,000 

  X      3.76             3.60 

    10,000- 50,000  3.80    .0330           .1980 *  

    50,001- 90,000  3.76             .1650 

 

       4.27   10,000- 

50,000    90,000  

    

 .05  

 

 



68 

  4.28  

  ( )     

 

         

          50,001- 90,000   90,000       

  X    3.71              3.58 

10,000-50,000  3.78  .0705            .1975 *  

     50,001- 90,000  3.71              .1270 

 

 

       4.28   10,000- 

50,000    90,000    

 .05  

  4.29  

  ( )     

 

         

            50,001- 90,000   90,000 

  X     3.71              3.58 

    10,000- 50,000  3.77    .596            .1908 *  

    50,001- 90,000  3.71              .1312 

 

 

       4.29   10,000- 

50,000    90,000  

   

 .05   

 

 



69 

 4.30    

  ( ) 

 

 

       

            .                F-Value Sig. 

          X       S.D         X      S.D               X      S.D         

      3.95     .72           3.93     .55             4.03     .60             .797      .452    

           3.88     .71            3.84     .61            3.86     .65      .104     .902 

            3.78     .62            3.74     .53            3.68     .59      .845     .430 

            3.75     .78             3.63     .61           3.76     .61              1.524    .219 

       3.71     .59             3.72     .51          3.69     .58    .070     .933 

 

               3.79    .59             3.76     . 48          3.86    .57       .140    .869 

 

 : .  

 

     4.30  

  ( )  

  

 

        

  

 

  

 



70 

 5 

 

     
 

 

     

 ( )    

     

  5.1   

  5.2   

  5.3   

 5.4   

 5.5   

 5.6   

 5.7   

 5.8   

 5.9   

 

5.1  

5.1.1   

 ( )  5             

           

5.1.2  

   ( )  

 

 

5.2    

 
 



71 

5.3   

 5.3.1    

3,200   

 5.3.2     

 .05  3,200   

356   

 5.3.3   

   5.3.3.1   

              

             

    

    5.3.3.2   

             

   

 

5.4     

   

 (  )   

 2    

    1  

 (Check – List)     

      

    2  

 ( )  

     

 

 Likert Scale  5  

 

 

 



72 

5.5   

 5.5.1    

     

   ( ) 

    

 5.5.2   

  

 5.5.3    

 

 

5.6   

   

 3     

 

  1  

  

     2  

  5                   

            

   3  

     

       

        

 

5.7   

 

 ( )   

         5.7.1      356  

 181   50.80  34 - 47    198   55.60 

  201   56.60  2  136   



73 

 38.20   166   46.60 

 164   46.10   10,000 

  50,000   175   49.20  

 130   36.50 

5.7.2  

 ( )    5  3.77   

  

  3.97     3.86   

3.73     3.71    

5.7.3   

 ( )    

          

   

 5.7.3.1   

 .05    

 

 5.7.3.2      

   48-60  

   20-33   34-47  

  .05 

 5.7.3.3      

 .05   

  

    5.7.2.4     

   

 3   

 1  3         

 .05 



74 

 5.7.3.5    

  

  

         

  .05 

 5.7.3.6    

     

  

          

 .05 

5.7.3.7   

      

10,000    50,000   50,001  

90,000   90,000      

  .05 

5.7.3.8   

  

 

 

5.8   

   

 ( )    

  5.8.1  

 ( )    

   

  (Morse. 1958:27) 

 

    

  



75 

   

  

  ( )   

   

  

 5.8.1.1   

        ( ) 

  

 

 

 5.8.1.2   

            ( ) 

    

   (Promotion) 

 2  2548   0  3  

 1-2  3-4    

  (Minimum Loans Rate)      

  

 

 5.8.1.3   

        ( ) 

       

 

  

     

   

 

         



76 

 5.8.1.4   

         ( ) 

   

    

   

 

 5.8.1.5   

        ( ) 

 

  

3.83  

5.8.2  

 

 5.8.2.1  

         

 

 5.8.2.2   

   

 .05 

 

 

 

 

 

 

 

 



77 

5.9   

                               

 ( ) 

    

          5.9.1     

 3.35  

 4   

   

  

  

   5.9.2     

       

   5.9.3  

 1   

 

      



 78 
 

 

 

 . 2524.  .    :  

,  

 .  2543.  

.    

  .  2543.   

    ( ) .   

 

  .  2539.   . 

: . 

. 2547.  .   : 

. 

  .  2544.  

 .  

 

  .  2541.    ( )  

    .  ( ) 

 

  .  2540.      

 : . 

  .  2537.  .  :   . 

   .  2545 .    

  .     

   .  2539.   1 .   :   

 

   .  2543.    

( )  .   ( 

 )  



 79 
 
 

  .  2543.  

 .   

  .  2544.  

.   ( )  

   .  2541.  .  :   

  .  2543.  

.    (  )  

  .  2530.  .    :   

   .  2537 .  .  :  

    .2538.   

( )     .  

 (  ).  . 

 

 Bouman, James S.and David L.Norman. 1975 “Attitudes Toward the Public Service :A 

Survery of University Students,”Public Personal Mangement.  

Best John W.1981.  Research in Education.  Englewood Cliffs : Prentice-Hall. 

Elia, D. and G. M. Partrick 1972. “The Determinants of  Job Satisfaction Among Beginning 

Librarians,” Library Quarterly.   

Fitzgerald, Michael R.and Rober F.Duran.  1980. “Citizen Evaluation and Urban Management 

:Service Delivery in an Era of Protest,”  Public Administration Review.   

Freemantle,Daerid.1993. Incredible Customer Service. New York: MaGraw Hill,Book 

Company, 

Good, Carter V. 1973. Dictonary of Education. 3rd ed. New York : McGraw-Hill,  

Karl A, Fox,Kati K Sengupta, Erik & Thorbecke. 1966. The Theory of Quantitative Economic 

Policy with Applications to Economic Growth and StabiliZation 

Kotler, Phillip. 1997. Marketing Management :Analysis,Implementation andControl 8th  ed. 

Cliffs : Prentice – Hall,Inc.  



 80 
 
McCormick, Ernest J.And Daniel, Ilgen R. 1980. Industrial Psychology. 7 th ed., Englewood 

Cliffs, New Jersey : Prentice-Hall, Inc., 

Maslow,  A.H. 1954.  Motivation and Persomality. New York:Hoyen Brown, 

Millet. John D. 1954.  Management in the Public Service.  New York : Mcgraw –Hill  

Morse, Nancy C. 1958 Satisfaction in the White Collar Job.  Michigan : University of 

Michigan Press.  

Stipak, Brian. 1980. “Citizen Satisfaction with Urban Service : Potential Misuse As a 

Performance Indicator” , Public Administration Review.  

Vroom, W.H. 1964.  Working and motivation. New York : John Wiley and Sons, Inc.  

Wolman, Thomas E. 1973. Education and Organization Leadership in Elementary School.   

New Jersey : Prentice-Hall,  

  







82 

1.  .       

        

2.  .        

       

3.  .     6

     

 
4.     

     ( )

5.            

                                            ( )





    86 
 

 

 

 

     ( ) 
------------------------------------------------------------ 

 

 
 1.  

        
( )  

       
  

    
 

 2.    2   

           1  
 

           2   

      ( )  
            

 

   
     

 

 

 

   
   

 



    87 
 

 

  
 

  

 ( )  
 

 1    

                    ( )  

 

1.              (    )                 (    )   

2.    ………….   
3.         (   )  (    )  

  (    )  (    )   

4.   
  (   )      1  (    ) 2  
  (   ) 3  (    )  3  

5.     (    )       (    )      
 (    )  

6.                      (    )                 (    )   
 

 (    )  (    )  

 (    )    

7.  ................................  /   
8.   
 (    )   (    )   

 (    )    

 

 

 

 



    88 
 

 2  

  

  

  (  )   

          

  

   

 

  

 

 

1.         

      1.1 

  

     V1 (      ) 

      1.2  

 

     V2 (      ) 

2.   

       2.1 

 

     V3 (      ) 

2.2 

 

     V4 (      ) 

2.3  

  

     V5 (      ) 

       2.4  

 

     V6 (      ) 

3.         
3.1  

 

     V7 (      ) 

3.2  

 

     V8 (      ) 

3.3       V9 (      ) 



    89 
 

  

   

 

  

 

 

       

3.4  

 

     V10 (      ) 

3.5        V11 (      ) 
3.6 

 

 

     V1 2(      ) 

4.         
4.1 

 

 

     V13 (      ) 

4.2 

                                                                

     V14 (      ) 

5.         
5.1  / 

 

     V15 (      ) 

5.2 

 

     V16 (      ) 

5.3 

 

     V17 (      ) 

5.4 

 

     V1 8(      ) 

5.5  

 

     V19 (      ) 

5.6   

 

     V20 (      ) 

 



      
 

            
 

 

 -                   

        22  2497  

        

    . . 2509   4          

                 

  . . 2512   7           

                      

            . . 2515     3       

                                 

      . . 2517     5    

    . . 2518      ( )     

                           

            . . 2520    ( )     

                                 

       . . 2528    ( . )   

                                    

   . . 2529          

                             . . 2530          

      . . 2534         

                   . . 2535       

      . .  2539              

     27/61  10  1   

       10800  02-587-1864  


