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ABSTRACT

The objective of this independent study was to study the customer’s satisfaction toward
hire purchase loan services and the problems arising from customers’ using hire purchase loan
services of Nim See Seng Leasing Co.Ltd.

The data of this study were collected via questionaires distributed to 485 customers in 6
provinces of upper northern area of Thailand, which are Chiang Mai, Chiang Rai, Lampang,
Payoa, Lampoon, and Mae Hong Sond. Using random and convenient sampling, the derived data
were analyzed in terms of frequency, percentage, and mean.

The resuits of the study of service marketing mix factors were found that most of the
respondents were women who are aged between 21 — 30 years old, married, hold high schoot or
college, self-employ in their own business or trade, and earn average income less than 10,000
baths per month. Most of the respondents use a motorcycle as a default asset. The limit of
approved loan for them was less than 50,000 bath, the terms of loan payment was 12 months, and
most of the loans was purposed for business. Most of the respondents have not used loan services

with other companies, and they think that other companies offered higher loan limit and less

interest rate,



Regarding the study of customer’s satisfaction towards hire purchase loan services of Nim
See Seng Leasing Co., Ltd. found that

In product factor, over all, the respondents were satiéﬁed at a high level. The top three
sub-factors at a high level were the company helped and flexible of payment, having the suitable
process, and authorizing the limit of approve loan responded to the customers’ need.

In price factor, over all, the respondents were satisfied at moderate level. The top three
sub-factors at a moderate level were the low interest rate, and the decrease in interest rate if close
account before contract,

In place factor, over all, the respondents were satisfied at moderate level. The sub-factor
had variety satisfied as following, the respondent were satisfied at high level of the location of the
compény nearest to community or their residents and satisfied at moderate level of the sufficient
number of branches.

In promotion factor, over all, the respondents were satisfied at moderate level. The sub-
factors had variety satisfied as following, the respondents were satisfied at high level of the
advertisement through radio, newspaper had enough to recognize customer. But they were
satisfied at moderate level of contacting of staff by face to face and the special offering for the ex-
customer.

In people factor, over all, the respondents were satisfied at moderate level. The top three
sub-factors at a high level were the staff advising were accurate and easy to understand, the staff
had equality of service, and the staff had polite and personality service.

In process factor, over all, the respondents were satisfied at high level. The top three
sub-factors at a high level were having an accurate process, keeping customer’s secrets, and
having the comfortable and fast service.

In physical evidence factor, over all, the respondents were satisfied at moderate level. The
top three sub-level at moderate level were the comfortable parking lot, the pleasant atmosphere
and beautiful and modern interior decoration, and the big and secure of building.

In addition, the problems from the customer’s using hire loan services were found as the
comparatively low. The problems were low limit of approved loans, low discount, and limited

payment channels.



