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Abstract

This study aimed to investigate behavior and satisfaction in using loan services by applying the
study results to improve the loan service quality of Khon Kaen Public Health Savings and Credit
Cooperative Limited. The researcher used a questionnaire on the concept of “SERVQUAL” to collect data.
The service quality was divide into 5 dimensions, namely tangible, reliability, responsiveness, assurance
and empathy. The samples used in this study were 400 members of Khon Kaen Public Health Savings and
Credit Cooperative Limited. The test statistics include percentage, mean and Standard deviation. According
to the result, most of the respondents were female, with age rage 41-50, bachelor’s degree educated,
bureaucratic, 15,001-30,000 baht income per month, use loan services in the type of emergency loans
followed by ordinary borrowings and special borrowings. The reason for choosing loan services is the
average amount of money returned from the interest paid, followed by the ability to use personal
guarantees for borrowing. It was found that the level of members' satisfaction with the quality of loan
services as a whole were ata high satisfactory level. Overall, the members' opinions on the use of loan
services innovation were at a high level. From the analysis of data, the researcher proposed the guidelines
for the improving the loan service quality of the Khon Kaen Public Health Savings and Credit Cooperative

Limited are as follows: 1) Automatic queue system 2) Line Notify system and 3) Online credit system.
Keywords: Service Quality, Loan Service, Savings Cooperative
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