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ABSTRACT

The purposes of this study were to (1) examine government official and full-time
employee behaviors in using KTC CASH service of Krungthai Bank Public Company Limited,
(2) investigate marketing mix factors affecting the use of KTC CASH service of government
officials and full-time employees from Krungthai Bank Public Company Limited in Lampang
province, and (3) determine the satisfaction of government officials and full-time employees in
using KTC CASH service from Krungthai Bank Public Company Limited in Lampang province.

Primary data of this study were collected by questionnaires from 200 government
officials and full-time employees, who used KTC CASH service from Krungthai Bank Public
Company Limited in Lampang province, selected by accidental sampling. Descriptive statistics

and chi-square test were used to analyze the data. The data were prioritized by Likert scale.



The results of the behavioral study of government officials and employees using KTC
CASH showed that the majority of credit limit approval was between 300,001-500,000 baht, with
guarantors, using lending rate (saving deposit rate) plus two percent per year according to bank
announcement. The installment period was between seven to ten years, and more than 5,000 baht
payment per month. The purpose of loan was to pay for other financial institutions. Most of the
customers used to have this type of loan in other financial institutions, so they understood the
details and regulations of the loan, and they heard about this loan by themselves.

Chi-square testing results at 0.05 level of significance revealed that the approved loans
were related to personal factors of KTC CASH customers in terms of age, occupation, working
period, average monthly income and expenses, and it also related to the behavior in using this
type of loan at other financial institutions, amount of payment, guarantee conditions, and period
of time in using Krungthai bank services of government official and employee KTC CASH
service.

The findings of marketing mix factors affecting the use of loan service showed that the
amount of loan approved was the most important product factor while the price factor was the
interest rate based on the bank announcement. For sale factor, the most crucial factor was being a
well-known government bank and security whereas promotion factor paid the most attention to
special offers and discount. Regarding personal factor, service mind was the most important
factor while process factor paid most attention to quickness in loan approval, and the most
influential physical environment factor was location of the bank.

Satisfaction results in using the loan service showed that the samples were satisfied at a
moderate level in sale, physical environment, and price respectively while they were satisfied in

process at a low level.



