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ABSTRACT

The purposes of this research to study the service quality of credit quality control officers and
the satisfaction of service recipients towards the services of credit quality control officers, Credit
Quality Control Division , Small and Medium Enterprise Development Bank of Thailand, Chiang
Mai Branch. The sample in this research are service recipients of Credit Quality Control Department
1 of Small and Medium Enterprise Development Bank of Thailand in Chiang Mai branch about 227
peoples. The research instrument was a questionnaire with reliability equal to .816. And Statistics for
data analysis were percentage, mean, standard deviation, t-test for two independent samples, and one-
way analysis of variance.

The results showed that: 1) For personal factors, the majority of service users are male, aged
41-50 years, bachelor degree, registered as an individual business, engaged in agribusiness and food
industry, currently conducting business, average sales per month 100,000-500,000 baht, and operating
profit 50,000-100,000 baht per month; 2) Samples of people who come to service have evaluates the
service quality of credit quality control officers and they satisfied to the service of credit quality
control officers are a high level; 3) Service recipients, who have different personal factors such as age
and education will be satisfied with the service of credit quality control officers, Credit Quality
Control Division 1, Small and Medium Enterprise Development Bank of Thailand, Chiang Mai

branches is different at the significant level of .05.
Keywords: satisfaction, service quality, credit quality control officer, service recipients
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