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ABSTRACT

Tﬁe study has two main objectives: (1) to study what were the factors that make NPL
customers come forward and have their debts restructured, and (2) tor examine the customer’
satisfaction with regard to the Bank’s measures on debt restructuring.

Questionnaires and the Bank’s lists of NPL customers who came to apply for debt
structuring in March, April and May 1999 were used to obtain data for this study. A total of 400
customers from the list of 12,000 customers-200 who borrowed with the objective of buying land
and house and 200 who borrowed with the objective of buying condominiums — were
interviewed. Descriptive statistics and multiple regression were then used to analize the data.

It was found ihat those who came forward to have their debts restructured were in the age
range of 35-45 years, male, with bachelor’s degree education, with an average monthly income of
less than 10,000 baht, employee, married, and no dependent.

Most borrowings were made to buy r.eﬁidence to live, collaterals used were therefore with
good infrastructure. Most borrowings were in the range of 20,000 — 750,000 baht, with interest
rates rang‘i‘ng from 13 — 19 per cent. Monthly payments were below 5,000 baht.

It was found that dependent variables were highly related to the reduction in debt
outstandings. Variables which were found to be statistically significant at 0.05 per cent of

significance were the amount borrowed, monthly payment, objective of borrowing, and interest



rate. Factors which were found not to be statistically significant were collateral and customer’s
net income.

On the evaluation of customers’s satisfaction, the results of the study show that most
debtors were satisfied with the Bank’s measures and services. They thought that that the staff
were politely dressed, the office space was satisfactory with good interior decoration, and the
speed of services and queneing was good. They were also satisfied with information provided,
They thought that they received clear information when sought. However, some customers stated
that the number of staff was still not sufficient:, details about debt restructuring were not clear

enough and involved too much procedure, and phone calls were not answered.,



