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ABSTRACT

This study has 2 objectives: 1) to study factors affecting the use of personal loans of
customers of the Asia Bank Limited (Public Company) in Chiang Mai province and 2) to study
customer satisfaction regarding to the use of these personal loans .

Data used in this study are primary, obtained from 200 customers using questionnaires.
Accidental sampling is employed. Chi-square statistics are used in analyzing the results of the
study.

The results of the study show most the majority of loans granted are in the bracket of
10,000-200,000 Baht. The majority of customers in the study is found to be more males than
females, is in the age group of 31-40 years, is not married, with bachelor’s degree of education,

and with average monthly income ranging between 20,000 — 30,000 Baht.



On the study of factors affecting the customers’ decisions to use personal loans using
Chi-square, the results of the study reveal on factors which are found to be statistically
significant are customers’ profession, average monthly income, interest rates given from the
Bank, customers’ proposed amount of loans, paying back period, history of customers’ use of
the Bank’s services, inter-bank rates, the Bank’s creditability and trustworthy, conditions of loan
application, no requirement of collateral in obtaining loans, and the services of the Bank’s
personnel.

On the study of customers’ satisfaction levels, the results show that customers are most
satisfied with factors related to price, Bank’s personnel and place of service availability,
respectively in order of importance. On price related factors, they are most satisfied with
reasonable interest rates. On personnel related factors, they are most satisfied with the skill and
efficiency performance of the staff. For place related factors, they are most satisfied with the

Bank’s locations with easy and convenient access.



