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ABSTRACT

This study examined the behavior, the decisive factors, and the satisfaction of bank
clients using the multi-purpose credit service of Krung Thai Bank (Public Company) in Muaeng
District of Chiang Mai Province. Data and information were collected from 500 samples of the
KTB’s clients identified by purposive sampling method. The analysis was based on the results of
descriptive statistics logit model application using Maximum Likelihood Estimate : MLE )
technique and marginal effect investigation.

The majority of samples under study can be characterized as female (52.01%), aged 31-
40 (39.58%), married (57.56%), having young family dependent(s) (61.09%) bachelor’s degree
graduate (59.49%), with 10,001-20,000 baht average monthly income, and having other debt
burdens (95.50%).

On consumer behavior, the study found the majority of the respondents used this bank’s
multi-purpose loan upon the advice or pursuation from their colleagues (55.63%) borrowed in
order to repay the loans from other lending institutions (47.92%), received 500,001-600,000 baht

loan limit (35.06%), and had installment period cover 84 months (86.82%).



The main decisive factor for the samples under study to use KTB’s multi-purpose credit
service appeared to be the lower interest rate compared to these of personal loans from the other
bank (73.36%), followed by their understanding about the criteria for using the multiple-purpose
loans, the approved loan limits, and other debt burdens, these factor were found to increase the
likelihood of their choosing this type of KTB’s service by 50-60%. The next most important
decisive factors which could increase the likelihood of using KTB’s service by 30-50% included
the attractive features of office building and parking facilities, advertisement in such media as
television and intenet, age, length of installment period credit need, and child burden. The
remaining determining factors, which might increase the likelihood of one’s becoming KTB’s
client by 20-30% were the speedy loan approved and report procedures, requirement of collateral,
education, gender, service fee, and marital status.

On consumer satisfaction, the investigation found that the multi-purpose credit users of
KTB’s service were most pleased with bank personnel factor in the aspects of having service
mind and good human relation (88.42%), trailed by the facility factor in terms of attractive,
roomy, and modern office building with parking area (71.38%). The complaints or unsatisfactory
factors concerning the use of multi-purpose credit service were the complicated loan application
procedures (55.95%), and the approved loan size smaller than what was needed(45.98%) and the

lengthy time taken for loan approval (40.19%).



