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ABSTRACT

The purpose of this independent study was to investigate the quality of credit service for
Agro-Industry of Kasikorn Bank Public Company Limited customers in Mueang Chiang Mai
District. The data was collected by questionnaires through 300 respondents. The majority of the
respondents were male with age range of 30 - 40 years with Bachelor degree education. They
worked as business owners of Agro-business on aquatic animals and seafood processing with
personal business registration. The values of their fixed assets were less than 3 million baht with
less than or equal to 15 personnel and income in the range of 1 - 3 million baht. The duration of
business operation was more than 7 - 10 years with credit service loan duration of more than 4
years. The type of credit loan was overdraft service with credit limit of 0.5 — 2.0 million baht. The
information of credit loan service was obtained and persuaded by bank staffs or tellers.

The respondents rated their satisfaction on high level for all seven service marketing mix
factors. Each factor had the following sub-factor which was nominated at the highest priority. On
product factor, the variety of credit loan service sub-factor was the most favored. On price factor,

the suitable criteria for property evaluation sub-factor were rated at the highest level. On the



factor of place or distribution venue factor, the sufficient quantity of servicing bank branch and
convenient traveling location. On the promotional factor, the additional privileges for the
customers of credit loan service such as notification of information on credit loan product,
prerogative on interest rates, and variety on the installments rate pattern were rated at the highest
level. On the personnel factor, the good personality and reliability were mostly preferred. For the
process factor, the loan amount and the punctuality of credit loan approval process were sub-
factor with the first priority. On the physical environment, the reliability of reputation and image
of the bank were rated at the highest level.

The respondents rate the satisfaction at high level towards 10 factors that determined the
service quality. Each factor had the following sub-factors which were rated as first priority as
following. On trustworthiness of the staff factor, the clarification of the products property and
stipulation of the conditions required for credit loan service were the mostly preferred sub-factor.
On the preparedness factor, the around the clock availability of credit loan service staffs at
sufficient number to provide service for customers were rated at the highest level. On the
capability factor, the respondents focused their highest preference on the ability of staffs to
suggest or propose the suitable credit loan service in accordance with the demands. On the
accessibility factor, the plentiful availability of bank branches within the conveniently accessible
area sub-factor was highly rated. On the courteousness factor, the sub-factor which focused on the
friendliness of the credit loan service staffs with pleasant smile and good interpersonal relations
were the most preferred. On the building of personal interrelation, the specific sub-factor which
included the advertisement of information relevant to agro-industry credit loan service for
targeted customers and general public were highest rated. On the reliability factor, the bank image
and reputation sub-factor were the most preferred. On the security factor, the availability of
security system to ensure the confidentiality for the information of customer which was up to the
acceptable standard sub-factor was rated at the highest level. On the knowledge and
understanding factor, the sub-factor which focused on the variety of credit loan services for agro —
industry that corresponded to demand of the customers was rated at the highest level. On the
perception offering for customers, the availability of addition privileges for credit loan services
customers sub-factor such as notification of the credit loan services product information,

prerogative on interest rates, and the variety of installments rate was preferred at the highest level.



