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ABSTRACT

This study has the objectives to examine the loan utilization behavior and assess the
satisfaction of loan borrowers, as well as estimate the approved loan sizes. It was confined to the low
interest loan program to assist the flood victims in 2011 implemented by Krungthai Bank in response
to the government’s request for cooperation and also confined to the government workers in Chiang
Mai who were entitled to access to this loan program. The data and information were compiled from
all 250 government workers that obtained loans from the Chiang Mai Government Offices Center
branch of Krungthai Bank. Analysis was based on the results of descriptive statistics and Likert’s
scale rating. An OLS model was applied for estimation of the loans extended by the Chiang Mai
Government Offices Center branch of Krungthai Bank.

The information on personal background revealed that the majority of borrowers from this
loan program were characterized as female, married, 47 years old on the average, bachelor’s degree
graduate, generally working in an office unit under the Revenue Department or the Chiang Mai

Provincial Office, having 21,560 baht monthly income, residing in Chiang Mai Province, with



averagely 13 years employment history in government services, and having been the Krungthai Bank
client for 12 years. The findings also revealed that only 62.8 % of the borrowers under study were
actually victimized by the floods and that the actual flood victims mostly experienced the flood
damages to their homes.

The most common objective for the borrowers to get money from the low interest loan
program for relieving the flood victims was for financing home repairs, followed in descending order
by borrowings for repaying existing debts, buying furniture, daily expenses, and medical and
hospitalization expenses. On the average, each borrower applied for 918,700 baht loan but was
approved for 701,000 baht limit for 13 years term of loan maturity with 6,900 baht repayment
installment. The loan repayment was generally made by automatic withdrawal from the borrower’s
saving account with Krungthai Bank.

On customer’s satisfaction, most borrowers in this loan program expressed their high
satisfaction with the service aspect particularly in the attributes of the capability and service quality of
the bank workers, followed by the aspects of low interest rate, and requirements and qualifications of
loan applicant, respectively.

The estimation of approved loan sizes for relieving flood victims involved such explanatory
variables as age, education, employment status, and length of employment. The findings indicated all
these explanatory variables were related to the approved loan sizes at statistically significant level.
Specifically, one more year older than the average age was associated with a 3.18 % increase above
the average loan size; one more year of employment history entitled the borrower to get 0.9 % more
credit; borrowers with bachelor’s degree got 50 % larger loan than those with lower educational
attainments; and borrowers employed as government officer received 12.9 % larger loan size

compared to those employed as permanently hired government worker.



