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ABSTRACT

This Study examined the behavior, decisive factors, and satisfaction of business operators
concerning their use of small enterprise credit services, provided by Kasikornthai Bank in Chiang Mai
Province.

For the present study, primary information and data were collected using the questionnaire
method from all 240 population who has received approval for small - size enterprise loans from the
Kasikornthai Bank offices in Chiang Mai Province. The an-alysis was conducted upon the results of
descriptive statistics and Likert type rating scale was used for priority ranking.

Among the 240 people who took a of small - sized enterprise loan , the majority (48.3%) were
those business operators in the area of trading (wholesaling/retailing) and had their business
enterprise registered as natural person ownership (79.6%). The small - sized enterprise loan was their
first time borrowing this specific loan type after they had been in their present business for 6 - 10
years (47.9%). The business operators in the study made a yearly business income in the range of

500,000 — 1,000,000 baht (52.9%)



On the behavior of small - sized enterprise loan recipients, the study found that in most cases
the business operators received the loan approval for a specific sized loan, for the purpose of using
the borrowed money to run a business. They commonly paid 8.6% annual interest rate for the
borrowed funds, generally spent about 10,000 — 30,000 baht for fees,and other expenses for their first
time application collateral. They got the information concerning the access to small — sized enterprise
loan services from the advice of bank workers.

The investigation into the influential factors particularly the marketing mix for a the business
operators to utilize small — sized enterprise loans, revealed the six most important factors included
product, place, process, personnel, price, and physical.

On bank clients’ satisfaction, this study found the business operators who got small — sized
enterprise loans from Kasikornthai Bank indicated their highest satisfaction with the following
attributes of each marketing mix factor : 1) approval of large loan limit for a product, 2) reasonable
interest rates for the price, 3) simple requirement and procedures for the loan application their
process, 4) bank workes having good experience and skill in credit affairs, 5)The proximity of the
bank office to home or business office ,6) discount or exemption concerning bank fees for promotion,

and 7) fame, and financial security and status of the banks for the physical factor.



