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ABSTRACT

The objectives of this independent study were to study the customer satisfaction towards
loan services and the problems arising from using loan services for automobile leasing of
Thanachart Bank Public Company Limited, Chiang Mai Province.

The data was collected via questionnaires distributed to 321 customers by random and
convenient samplings, the data was analyzed b).( descriptive statistics using frequency, percentage
and mean '

The results of the study were found that most of the respondents were married men,
between 31-40 years old. The highest lelvel of education was bachelor degree. They worked as
workers or officers in private companies, earned 10,001-30,000 baht per month. The limit of
approval loan was 300,001-500,000 baht, The payment term of the hire purchase agreement was
60 months. At present, only 6.23 percent of the respondents used the automobile loan services
with other companies besides Thanachart Bank Public Company Limited.

The customer satisfaction towards the services marketing mix factors were at the high
level for the people and product, while physical evidence and presentation, process, price,

promotion and place were at the moderate level.



‘The major problems of the customers in using loan services were the availability and
inconvenience of the parking, the insufficient branch also the complicated and slow service

process.



