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CREATING GOOD EXPERIENCES FOR CUSTOMERS WHO USED CREDIT SERVICE
OF SURATTHANI TEACHER’S SAVINGS AND CREDIT COOPERATIVE, LIMITED
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Abstract

The goals of this study were to 1) investigate the factors that contribute to positive
customer experiences when using credit services from Suratthani Teacher's Savings and Credit
Cooperative, Limited; 2) examine customer loyalty when using credit services from Suratthani
Teacher's Savings and Credit Cooperative, Limited; and 3) explore the relationship between factors
that create to healthy customer experiences and customer loyalty when using credit services from

Suratthani Teacher's Savings and Credit Cooperative, Limited. Purposive sampling was employed
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to select 388 ordinary members of Suratthani Teacher's Savings and Credit Cooperative, Limited
from a total population of 12,925. With a reliability rating of 0.95, the questionnaire was utilized
to collect data. Mean, standard deviation, Pearson's correlation, and multiple regression analysis
were the statistics used for the study.

The findings found that 1) the overall level of elements contributing to a positive
experience for customers using credit services was high, with an average of 4.17 consisting of
personnel, service, convenience, procedure, communication, price, and familiarity; 2) Customers
who used the loan services of Suratthani Teacher's Savings and Credit Cooperative, Limited as a
whole had a high level of loyalty, with an average of 4.13, consisting of feelings, touches, thoughts,
and expressions; and 3) Pearson's correlation coefficient (R?) between factors influencing a positive
customer experience and customer loyalty to Suratthani Teacher's Savings and Credit Cooperative,
Limited credit services was 61.4%, with a forecast error (SEey) of 0.328 at the statistical significance
level of.05. When every aspect was considered, it was discovered that there was moderate to
extremely low positive - correlations. Furthermore, the elements contributing to a positive
customer experience were related to customer loyalty when using Suratthani Teacher's Savings

and Credit Cooperative, Limited's loan services.

Keywords: Building sood experience, loyalty, loan services, Suratthani Teacher's Savings and

Credit Cooperative, Limited.
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namsIsenui sesuadunsaiisUszaumsaliifungnénilduinssudude Tun sy ogflu
seauann Taefidadewiidy 4.17 (5.0.20.124) wazillefarsandusiednu wui sudmihd Janadeniniian
Winfu 4.25 (5.0.=0.321) sesawnfe fusAn ogluseiusnniian fiAadewindy 4.23 (5.0.20.267) funsuins
oglusziuann fldadewintu 4.18 (5.0.=0.311) sunrwduiag egluszdvann Saadewiniu 4.17 (5.0.0.235)
funsdoans egluseduan Sanadewintu 4.16 (5.0.20.238) sumnuazaInaues eglusziuunn daede
WU 4.13 (5.0.0.255) uazsnunszuIuNs egflusduann fiauadeintu 4.09 (5.0.20.238) mudidu
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3. mwﬁnﬁ"uaaanﬁ"lﬁwu‘%miﬁﬂuﬁuﬁa%aea‘vmmiaaw%’wéﬂiaiwgﬁ‘mﬁ R

HANITIATE mﬂmﬂ‘ummmmﬂuaaaﬂﬂwwiﬁummimuamﬂuamaaawnmaauwiwaﬂsaimgiﬁm i
Fadunsfnwimuinguszasdi 2 udseenidu 2 duldun 1) yumeaBangAngsy 2) yuueudedained 3
wuuaeunsiidnuaziusunsniadu 5 sedu 14n19inseiadidanssann (Descriptive Statistics Analysis) Téun
Aade (Mean) wazAdeaiuLanIgIu (Standard Deviation)

M13199 2 AedeuardiudsauuanasgiuvesanuinfvasgnAnlduinisauduevasannsalaaunindag
431903511 11a Tunwsw

ATNTWY - FTAUAY . o
X S.D. o = YL
ARl
1. 4UNBATINGANTTH 4.12 0.286 1N 2
2. JUUDUTIRININYT 4.15 0.276 1N 1
33 4.13 0.188 4N

namITewuin seduaAnAvesgnATiliuimssnuaudevesavinsalsesmindngas g o1l dria Tu
amsameglussiuinn Tnefletedowhiv 4.13 (5.0.-0.188) uazilofionsandusiofiu wuin yumeaddnine
ogflusziuann fiAuadowindu .15 (S.D.20.276) sesasnfe yuneudmgingsa sgluseduann fauedowinty 4.12
(5.D.=0.286) AU

4. anuduiusszndnelatensairsusaunsalnaungnAtfiuaduinfvesgnAlduinisituduaves
annsalaaunindagasnug st 3in

M13197 3 UEAIHANITILATIZNAINNANDBLAINY AMVDIAINANAVRIgN AN IFUS N sATLEUTa v sannTal
daunIngazasen i1l 91a (V) dudaudsdaseyndade

Standardized | Unstandardized t
Fauusiildlunisnagauy F quare Coefficients Coefficients Sig.
Beta B Std. Error
209.53 | 0.614
(Constant) 0.119 | ~0.202 | 2.030
Yaduanuninau(x,) 0.353 0.416 | 0.037 1.681 | 0.000*
Yaduanun1susnis(Xy) 0.400 0.320 | 0.029 | 9.500 | 0.000%
YaduauanuaznInaue(Xs) 0.368 0.262 | 0.026 | 8.822 | 0.000*
Yaduaunszuuns(Xs) 0.365 0.261 | 0.021 | 8.013 | 0.000%
Jadudun1sdeas(Xs) 0.343 0.323 0.033 1.353 | 0.000%
YaduausIA(Xe) 0.401 0.311 0.025 0.436 | 0.000%
JaduaunnuauLae(Xy) 0.342 0314 | 0031 |18.929 | 0.000*
R= 0.783 R”= 0.614  SEeq=+0.328  Sig. = 0.000

annsnagunanisAnwinuingUzasdil 3 uazanufgiu Yadenisadisuszaunisalidungnen 4
Awdiusiy mnusndvesgnifiliuinsiuiudevesavnsalosumindnzastug il $1dn linanisnaaeui
Tadgaumdnau (X)) Jadedunsuinig (X2 Yadeamuanuazainauiy (Xs) Jadesunszuiunis (Xo) Jade
sumsaeans (Xs) Jadesusia (Xe) Yadesumnuduing (X,) assameinsaliudsay fe anufnfvesgndn
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fldusnssuaudevesaunsaiosumindasarun i St (v) dwsudsdassyniiade wuih dudsBasesta 7
AuUs Ao Yadesundnau (X)) Jadedunisuinig (X)) Tadeduanuagainauie (Xs) Jadedunsyuiuns
(Xo) Jadunsieans (Xs) Dadesnusan (Xo) Jadeduauduiae (X,) annsaneinsalfisnusndivesgnéni
THusnsduaudevesannsalooumindagaaugond S (v) 16 Tnetladeiis 2 d1 R = 0.783 fidudnlng 1.00
waneirfiauduiusge annsoldiudsduiomanensalfudsauldfuazamnsneduis Jafenisadng
Uszaunmsaliipuignindanuduiusiuanuindvesgniilivinmsrududevesavnsaiooumindasaiun fo1l
§aiia (R) lé5evaz 61.4 uazdrunainndoulun1snensel (SEe) Wiy 0.328 fisziuifoddynieadaiisesu
0.01 InsAadRneaihinaaduaunmsnensal mnusnAvesgniiliuinssududoveannsaloouning
A3as8Y351T A1in JIdelatiiaue nan1sinssideayameIsnisiisgianassnyan (Multiple Regression
Analysis) uitelidudmennsal InefisUuuutesaunisdsl

aun1sluguazuuuAy
Y =0119+0416X 1+0.320X 2+0.262X 3+0.261 X 2+0.323X 5+0.311X 6+0.314 X 7

aunsluguazuuuInaTgI
Y =0.353X1+0.400X 2+ 0.368X 3+0.365 X 4+0.343X 5+ 0401 X 6+ 0.342 X 7

NANNT198 A1 R = Square TILFSU WU 0.614 w0 61.4 % wansaunsiuianindedels
Tumsmensalanufnfvesgnénilivinissuauidevesannsaleeumindagaimugisnd $1in msziann
unFefionnils 61.4% drudn 38.6% faflaupainiadeusy Fsenaiitaduduiiinansemusenusniveigniii
THu3nsiududevesannsalosunindngastugisni sadn wu Jedelumsiuideyavesiufifnu msemn
FujiRauvinanuianudilaludivresdadmunvassuedivdniau fionaazdimasen 15U dRauliia
Uszandna srudeededulasiadasesdnsifinnvadududou faunrsdidudymiienaduluenaazrilinng
doansliussavsnm Tudmd oradunidutededy 4 Agdulaldnmbusuusiunsite Swaguld daded
wiinaw (X)) Yadedrunisuinns (X2 Yadearuanuagainauig (Xs) Yadgaiunszuiuns (X Jadesunis
doans (xs) Dadesnusan (Xo) Yadedumuduiag () senuduiusuazdvswaronnuindvesgndiiléuinsg
suaudevesavnsaloosnindasasugisid $1ia ansanensalfisauinfvesgadilduinssuaudeves
avnsaleeunindazasrugsond $1in I Aszduliuddrywintu 0.05

NANSNAHBUHUUAFIU

ShWh! Y (YY)

Hadunsareszaunisaliiuignslmnuduiusiunnuinfve sgaiilduinissuaudovesavnsal
paunINgA3ET 135Nt e

wu31 Jadeeuninaiy (X1) Yadearunisusnig (X2) dadedumnuazainauie (X3) Jadeauy
nszuILMs (X4) Jadesunisdeans (x5) dadesusian (x6) dadesnuanuduiey (X7) anudiiuuaydva
soruAnFvesgniilduinsiuaudovesavnsaleeymingdagasiug i1 s
N158AUTIENAN1TIY

NNMsAnYRITEEes msaheUszaunsalfifungnandilivinsiududevesannsaloounindagasug s

Y
N o W a

57l $1in ansnsnefusenald fil

MNMsAnY Wi mamFnssiAnfussRutadunsaassaunsaliifuignénilivinmssuaude
MnmsAnwmud sedutladensaialszaumsaiifungnéilduinisdudude Uszneude suwiinau a3
U3M15 MNALAINAUTY NSTUILNNG NsFRAT S1AuazALAuLAY Tunmsiunndiy eglusgfuunn audng
vosgniiliuinig suduidevesavnsaioaunindagasiugiond dria lunmswegluszduunn uas dadonis
a¥1sUszaunsaiifungndn fanudusiusiv anudnivesgnéilduinissuduidevesannsaleauningng
a51903571 $1fn Asziudodifynieaiadisedu 0.05 aenndesdu Andde A3dogll (2556) ldvin1sAne
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anuduiusszninsUssaunisalvesgnAndamisvuadniuanuinddensiduivessuiamsmdydluussmelne
Han1sAnwInud Jadeuszaunisalvesgndn Usenausig wiineiu N15U3NT ANUAZAINAUIY NTLUIUNTT N3
doans sieuazanuduias Tunsameglusssuannmnilads uaiinruduiusiuanuinddensidudlusumes
Fanninssunazauueadedainer mnmsfnwadell nud Hadeiidmadeausnidensiaudvessuasmided
TngSeadwiunninnlies laua Aundnau Auuinis warsinnuainy

Kamslas1zd nud Jadeusvaunsaivosgndnduniina asuneléd gnAriiuszaunisaifiafiinty
nninuYsENaUAIgnNIsWAInIgvIntnIuANYIswaeauelaldanunsefieTosuaugnnLas
ﬁ%mmimmﬁLLamﬁiaQﬂé’wLLazmwmanmwm%amﬁyﬁuaqwﬁmwﬂuL%mamffm%muﬁﬁuLLasﬁ’aﬁawa
\osnangnAniavisvuiadnannsoiuuesduialdiunsuifvesninauifidegndnliegredaiau da
anAdoetyU Steenkamp waz Van Trijp (1991) fesu1ed1 Jadefidifydetszaunisalvesgnauaziligns
afaUszaunsaliiafugnd Aemsuftivesmiinny usssInANsauNsUINg waznsiuinanmesnis
3013 Beaulsimanianunsolddmiunsiiuneduysudilusduuuaunislassaiidldifuagned dauilade
UszaumsaivesgnAndusia wuih gnimisviiavunataniiusyaunsalit gnindamiavunadnlalinddy
yoai30esIAdisinesmaludimun Ysznousie amnuduAwesnadmiuiuitiseenluanmslduinisuas
wAnSusivessuIAs sesasnfeaubanguassuinanefiosouagndn a1dl AUy menude Arssauien
LAEAYILALIIAANNATEIIIAN 917 SrTnenilofurin Shaeonideud shenasssuidon audidy

arufndrensidudlugunondogingsy Usenouse amdlunislduing n1stesn nisuenuinse
U mMsuuzthidy wavapueadsdnine Ussnause anasan nisduda anufn n1suansesn annsnosunele
fail anusnAdenaufiifiiosunamdedlulssmelnevesgndtiawiavuadalunwssiimuidndnd @
winfiansdudiunudi yunesaddnineignaifinruidnfuuneadmginssugnandaiuidnd nan1sdesei
annsaesuieliluseaviBeavesmnuindens dudluguuendsdnine damuigniiinuidning dsinan
4 fudshe AnuAniiu ANusEn AulseTiula wasnsuandeen audRy dauadudnfsensdudilugunend
woinssugnindinnuddndniteiaannrstedniosuraseennanfausiviouinslminslduinisiusuiais ne
wasluwsiazifeu nauuzthlifunliuinms uasnmsyadssunmsilivinisdulszd daaenndesivanidoves
winssed \Feuszietguy uay Udan $3uan (2558) wuan weRnssusumudlunslivingg susseznatiuns
Tdusnis maugniduausndirensidausivessuinsuazaenndediu Jaadve wedfisuwi (2555) lAnw
WU N15UINNT waErARdMgkAzYAAINTYRIs A SHANNAURNSAUANANAYDIgn AT LN A TINg RN TTUAY
5 ToNAN Fous ANENWAIYBITUIAITATUYAAINT TAMNAUNUSAUAINANFRNIFIEUTNI5V0I5UIAITAIUNTT
wuzviemsuenseiaudualiuInsvesuIAg

INMTRATIEINUIY YadeuszaunisalvesgnAidiunidnail A15USNIST ANNAEAINAUIY NTEUIUNIS
nsdoans 9107 wazanudunsfianuduiusiuaufnireonsaulusmondmgfnssutazumoudsdnine
pufnfrensduiansanueenliiiu 2 ngundng fis anudnfluyuueadaginssy wesanudnaluyuues
Fsdnine SennusnFlusssoadmgiingsy ineds nsfigndnduatoaudwieldiuinsiaie 4 Wumsiald
Fudwauadvdoduum eusnfluguseondsdnine wanefs mafignéAnuasyndedeimieatuesdng uasd
armAavieuudltuinilainasdoduddnluouian aenndostu aasdas uanuid (2552) ldosuedn Ao
fivosgniridvsnadevszaunisaflumsidenteduiuazifenuilnanmaud failnansasduszneuiiviliiia
Usraumsniluntsiedudn 1y anwazaanlunissense auageinnielududn aruduiues uagarude
omemtnny anudelunisdumaudn uasUszaunsaindmndedud s

SRIGIGIRIE

JolauauUzaINNITIVY

1. annsaioounindasgsugisil 1fn mslinnudidyiuunuimesdssaunsalvesgnAndifise
psAUsEnaUis q Thiausluudrineiu Gaedndudsiiesdnsanunsanmunils wasluvazifeoriuiiidaionaslsl
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2. annsaleeuningazgug il 91 mIsinisdnnisteseassuvesgnaniieliiinanudulaiugnd
IindsfignAlasuiiuanainesdnsidinanin lnensujudnseildlaensiaueliiindesuansmudaiu/wuy
Usziuanuianelalunisliuinig visemneavinievefdnnis uazanenssunisnidmnaludanistedosseu
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UszaunT1salvegnAntusIumng. 9 Wisdnlasnsideidanmnin 90 msdunivalldsdnielvimsuisiadedu o
wazJuyusedvalyaififindu

LONE1591999

1Y

Amfde Ftenil. (2556). AnadunusszniUsEauNsaluasgnAIdRaTWIAENAUANINAYDIN T ALA
yassuAsaivdlulssmalne. auiinus AngusIEIng inaneldessiatuding.

Ul $3uan. (2553). waAnssaguslaa. nanne : 533ueNs.

Hauadva] nedfimmuu. (2555). nmdnuaiasdnsiliinasiondnudnivesfldusnmsvessuiassurin
Tu nyamwaviiuas. (MsfnwiAuABasE USSR undndia @a1v13vIn1snann),
UM AT UATUNTILIAL.

=y

nInssal \Jenuseiaigusy wazddlal 23uan. (2556). Anaasininavesfuslnaniidasuiasnann a1

o =

luvieassndudn Tulwadsninunusiil. aninerdemealulagsvaenasayys. 11 wwey 2558.

gapA Tunsds. (2555). Yadeitiinnugduiusdenisildiusruvesaudnlugsia vesavnsalosunindazodln
100, MITNUSUI YN PIER TUITUTIR URTINeI8 LA

Ansding Wuanud. (2552). mnudnavesgnéndsvswarauszaumsailumaidandedudiuaz den
U3lnAns1dudn. (e inususmsgsnanulldn awusnisgsni), uminetde gsnatuding.

Barsky, J. & Nash, L. (2002). Evoking emotion: Affective keys to hotel loyalty. Cornell Hotel & Restaurant
Administration Quarterly, 43(39).

Dignan, L. (2004). CRM: Dream or nightmare?.Retrieved June 26, 2012, from

http://techrepublic.com.com/5100-6301 11-1054704.

IBM Customer Experience Study. (2005). “IT-Intensive Value Innovation in the Electronic
Economy: Insights from Marshall Industries”. MIS Quarterly, 23(3): 300- 335.

Keller, K.L. (2008) Strategic Brand Management: Building, Measuring and Managing Brand Equity. 3rd
Edition, Pearson Prentice Hall, Upper Saddle River.

Steenkamp, J.B., & Van Trijp, H.V. ( 1991). The use of LISREL in validating marketing constructs.

International Journal of Research in Marketing, 8, 283-299.

17/07/23


http://techrepublic.com.com/5100-6301_11-1054704

