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ABSTRACT

The main objective of this study is to assess the Thanawat Loan lending program of
Chaiprakarn Branch of Krung Thai Bank , Chiang Mai Province. The study aims to study what
are the factors affecting customers’ choice of using the loan service, as well as their behavior and
satisfaction in using this service. Questionnaires were used to obtain data for the study from a
total of 342 customers in 2008. They were comprised of government officials, state enterprise
officials and government regular full time employees. Descriptive statistics and rating scale were
used in the analysis of data.

The results of the study show that a total of 24.7 million Baht of credit were loaned out in
2008. The majority of customers were females, in the age group of 31-49 years, married,
bachelor degree holders, and with average income in the range of 10,000-25,000 Baht per month.
The most important factor affecting their choice of service is the maximum amount of loan
available which could be as high as 10 times of their monthly income. The second important
factor was found to be the payment of interest as it would be charged only when the loan
available is withdrawn. The third important factor was the service’s low interest rates. On the

study of customers’ satisfaction, they were most satisfied with the interest rates charged and the



quick time in getting loan. Next most satisfied were good human relations of bank’s staff and
their willingness to serve, and the specification of borrowing conditions and characteristics of
borrowers, respectively.

For the government officers group, the majority was teachers, with level C7 or above of
the government payment echelon. The most important factor in choosing Thanawat Loan service
was the loan size as they could borrow as high as 10 times of their monthly income. The next
important factors were the charging of interest that it would be charged only when the loan
available is withdrawn, and low interest rates, respectively. On the study of customers’ behavior,
it was found that their main objective of borrowing was for consumption, with average
lending/borrowing time of 6 years, the average amount of credit granted was 6 times of their
monthly income. Loan payments were for interest charges only.

For the state enterprise officers group, all of them were Krung Thai bank staff. The
most important factor in selecting Thanawat Loan was the special low rate of interests charged in
comparison to other customers. While next important factors were loan payments, and the
maximum loan size up to 10 times of their monthly income, respectively. On the study of this
group of customers’ behavior, it was found that they borrowed mainly for consumption, average
lending/borrowing time was 10 years, loan size was 10 times of their monthly salary. Loan
payments were for interest charges only.

For the government regular full time employees group, most were employees of local
schools, local hospital, and local district government administration organizations. The most
important factors affecting their choice in using Thanawat Loan was their ability to borrow the
amount as high as 10 times their monthly salary. The next important factors for this group of
borrowers were low rate of interest, and how interest payments was calculated and charged,
respectively. On the study of customers’ behavior in using Thanawat Loan, it was found that it
was used mainly for consumption, with average lending/borrowing time of 6 years, while the
average loan size was the amount equivalent to 5 times of their monthly salary. Loan payments

were for interest charged only.



