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ABSTRACT

This independent study aims to 1) study those factors affecting clients’ usage of a
business loans service at two branches of a commercial bank in Lamphun Province, 2) study the
satisfaction levels of the clients using the business loans service, 3) compare differences in the
general information provided on the satisfaction levels of the clients using the business loans
service, and 4) identify any problems and recommendations highlighted by clients using the
business loans service. The study was carried out through the collection of information using
questionnaires given to 280 samples - all business loan clients of the commercial bank in
Lamphun Province. This data was collected from two bank branches of the bank: the Lamphun
Sub-Branch and the Lamphun Industrial Estate Sub-Branch, and then processed to identify
frequencies, percentages and standard deviations, plus to carry out hypothesis testing using t-test
statistics and the One-Way ANOVA method. The results are as follows.

It was found that most business loans clients are female, 31 to 40 years old and hold a
bachelor’s degree. Their businesses have an average annual income of less than 10 million baht,
and they use the bank’s loans services together with those of another two banks. When analyzing

the factors affecting the decisions on using business loans, it was found that most clients use the



loan to operate retail businesses, whereby the loans are approved within three weeks. The loan
amounts are less than 10 million baht, the loan duration is between 1 and 5 years with an annual
MRR+ interest of 2 percent. Loan installments are in the form of a principle payment plus
interest, and are paid equally every month. After the loan is approved, the debtor invests this
money in their business interests.

The analysis of customer satisfaction with the bank’s business loans service was carried
out by examining a number of different factors, and the results are as follows: The clients’ highest
level of satisfaction is with the product offerings of the bank, which regularly introduces new
loans products on to the market. Their loans are unique and differ from other banks’ loans, as they
have a variety of loan types that serve customer needs. Their service conditions are clear and easy
to understand. As for price, customers are satisfied with the loan interest rates and the fees. Their
interest rates and fees are similar to those of other banks, and they always inform the customers if
there are any changes made. In terms of marketing, customers are highly satisfied with the
documents, flyers and brochures provided, which contain adequate information, and are clear and
easy to understand. Advertisements are made through different channels including television,
radio, publications and the internet, and the bank also advises on and publicizes useful products.
For physical factors, the customers are satisfied with the safety factors and facilities provided by
the bank.

Customers are moderately satisfied with the distribution channels; the location is
convenient as it is situated in the community and business area. As for staff services, the number
of staff is deemed enough to serve all of the customers.

Customers are only slightly satisfied with some of the factors, such as the loans service
and approval process, which is deemed complex, with too many documents needed and is seen as

taking too long



