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ABSTRACT

The three objectives of this study were 1) to study the behavior of clients using the multi-
purpose loan services provided for civil servants and regular employees at Krung Thai Bank
(Pcl), 2), to examine the marketing mix affecting their re-financing deals, and 3) to determine
their satisfaction towards the services provided.

The data used in this study was primary data collected using a questionnaire, and based
on a random sample of 200 clients in Lampang Province. The statistical methodologies adopted
for the analysis were descriptive statistics, a rating scale using Likert’s scaling concept and a logit
model.

The study on financial institute switching behavior showed that those who switched to
another institution and those who did not had the same loan purpose; to pay off a debt to another
institution. The loan limits they were approved ranged from 500,001 to 1,000,000 Baht, and the
applications required a guarantor. The interest rate was based on a loan interest rate set at
MRR+0.75, based upon the declaration of the bank. The repayment terms were between 6 and 10

years, with monthly repayments of 5,000 to 10,000 Baht. Most of the customers had used other



services with the bank over the previous 1 to 5 years, but had never used this service with another
bank. Although information on the multi-purpose loan’s details and regulations was provided by
their organization and by the bank employees, they usually received the information from their
colleagues

A study on the relationship between personal factors and behavior, using a logit model,
found that gender status and monthly income affected behavior the most.

A study on those marketing mix factors given the highest importance, showed that the
highest-rated factor with regard to the product was the repayment terms, with regard to the price
was the bank interest rate, with regard to location was the number of branches throughout the
country, with regard to promotion was advertising, with regard to personnel was the employees’
level of friendliness and their manner, with regard to the process was the speed of the approval
procedure, and with regard to physical aspects was the existence of an adequate number of
parking spaces.

Those clients who had used the multi-purpose loan services and not switched to another
financial institution rated the approved loan limited as the most important factor in terms of the
product. In addition, with regard to the interest rate charged by the bank, they placed the greatest
importance on the price, in terms of location - the working hours offered by the bank, in terms of
promotions - the ability to re-finance to pay off a debt, in terms of personnel - the employees’
level of friendliness and their manners, in terms of the approval process - its speed, and in terms
of the physical environment, the existence of convenient locations.

A study on the level of satisfaction with regard to the loan services of those who had
switched to another institution and those who had not, showed that the highest levels of
satisfaction shown were as follows: in terms of the satisfaction with the product — the approved
loan limit, in terms of the price - the bank interest rate, in terms of satisfaction with the location -
the number of branches, in terms of promotional aspects — the special offers and discounts
offered, in terms of the personnel - the bank employees’ level of service, and in terms of
satisfaction with the physical environment, the existence of an adequate number of parking

spaces.



