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ABSTRACT

The objectives of this study are 1) to obtain information on the general characteristics of
customers using business loans of the Krung Thai Bank Public Company Limited in Chiang Mai
Region 2, 2) to study factors influencing the use of these business loans, 3) to study customers’
satisfaction in using these loans and 4) to study problems and suggestions relating to the use and
lending out of these loans. Data used for this study compose of primary and secondary data. For
primary data questionnaires are used to interview 300 customers who have obtained business
loans from the 10 branches of the Region 2, Krung Thai Bank Public Company Limited.
Secondary data are from the bank’s documents, relating to regulations and criteria in granting
business loans.

The results of the study show that the majority of customers in the sample are male, with
age range of 31-40 years, married, with bachelor degree of education, singly own their own
business and with an average revenue-earnings range of 100,001-500,000 Baht per month. More
than half of the sample have used the bank’s business loan service of between 1-3 years. The

average loan size of the sample is one million to three million Baht with an average monthly



repayment of 5,000 Baht. The majority of customers do not obtain loans from other financial
institutions. Most of those who do, loans of higher than 500,000 Baht from the Bangkok Bank
Limited are used.

On factors influencing service selection, the results reveal that interest rate is the most
important factor. Other factors, in order of importance, are credit limit, period of loans, the nature
of services given by loan officers of the bank. Most customers see that the interest rates charged
are in accordance with the present economic situation. The amount of loans are sufficient for their
business needs. Loan periods are also seen as suitable as they can repay back the loans
comfortably. They also find loan officers to be pleasant and friendly. |

With regard to customers’ satisfaction on the use of the bank’s credit loans, the resuts
of the study show that the three most satisfied aspects of the services, in order of importance, are
clear criteria on the part of customers who are eligible to borrow, different types of collateral are
allowed, and the use of market forces in determining interest rates charged.

On the problems of business loan services, it is found that the three problems mostly
expressed by customers are less choice of payment period and of interest rates, and the

requirement that collateral has to be insured, respectively.



