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ABSTRACT

This study has the objectives to examine the borrowing purposes and loan utilization
behavior of the bank clients in the Cash Your Car Loan program of Thanachart Bank in Chiang
Mai Province, and to assess the clients’ satisfaction with this bank’s services. Questionnaire was
used as the device to collect information from 300 samples of the bank clients which comprised
110 samples of those who got small loan approval (50.001-250.000 baht), 100 samples for the
case of medium loan size (250,0001-450,000 baht), and 90 samples for large loan size category
(more than 450.001 baht). Descriptive statistics was the basis for analysis and Likert’s scale
rating was used for assessing client’s satisfaction.

The study found that the majority of those clients who received approval for small
loans (50,001-250,000 baht) could be described as male, 32 years old on the average, married,
bachelor’s degree graduate, employed in government agency or state enterprise or business sector,
and having 23,758 baht average monthly income. Their main purposes of borrowing from the
Cash Your Car Loan program were for uses in three areas at comparable proportion: as a source
of business working capital, for daily consumption expenditure, and for debt repayment in formal
and/or informal credit systems. The most common type of cars for use as collateral in this loan
program was passenger car of Toyota made Soluna Vios series bought during 2002—2006. The

average approved lending was 235,643 baht/borrower. The credit terms were generally 60



repayment installments, at 4.50% annual interest rate, resulting in an average repayment of 5,433 baht
per installment per borrower. Meanwhile, each borrower spent averagely 13,083 baht expense for
loan application processing. The samples in this group as a whole expressed their high
satisfaction with the Cash Your Car Loan services of Thanachart Bank particularly the most
satisfaction with the service provision aspect for the bank workers having good human relations,
willingness to serve customers, working skills, and efficient performance.

In the medium sized loan group (250,001-450,000 baht), most samples under study
were represented by female, 35 years old on the average, married, bachelor’s degree graduate,
employed in government agency or state enterprise or self-employed, and with 41,585 baht
average monthly income. Their main purpose of getting car-for-cash loans was to secure working
capital for their businesses. The most popular car used as loan collateral was Honda City sedan.
On the average, the approved loan was 397,099 baht/borrower. The credit terms were normally
set at 60 repayment installments and 4.75 % interest rate per year, thus making the average
repayment of 7,436 baht per installment. The expenses involved in loan application processing
totaled averagely 15,722 baht per borrower. The samples in this group also revealed their high
overall satisfaction with the Cash Your Car Loan services of Thanachart Bank and specifically
most satisfaction with the product aspect for the attributes of adequate loan granting and good
reputation of this Bank in extending car-for-cash loans.

In the large loan category (450,001 baht and above), the samples were largely
characterized as female, 42 years old on the average, married, bachelor’s degree graduate, self-
employed in private business or employed in government sector or state enterprise, and earning
averagely 64,561 baht income per month. Their main purpose of getting the loans was typically
for use as business working capital. The most common type of cars used as loan collateral
appeared to be pick-up truck especially the Toyota Hilux Vigo models. The average lending was
462,881 baht per borrower. The repayments were generally arranged for 72 installments at 4.75%
annual interest rate, resulting in an average repayment of 13,751 baht per installment. The
average cost involved in loan application processing was 20,795 baht per borrower. The sampled
bank clients in this group similarly expressed their high satisfaction with the overall Cash Your
Car Loan services of Thanachart Bank and they felt most satisfied with the service factor because
the bank personnel had good human relations, were service-minded, possessed good work skills,

and performed their works efficiently.



