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ABSTRACT

The objective of this independent study was to study Customer’s Satisfaction Towards
Non-agricultural Micro-credit of Bank for Agriculture and Agricultural Cooperatives at Ngao
Branch, Lampang Province

The data for this study was collected via questionnaire distributed to 300 consumers of
Bank for Agriculture and Agricultural Cooperatives at Ngao Branch, Lampang Province, who had
started credit contacts with the bank during 2008. The data was then analyzed by descriptive
statistics using frequency, percentage, mean, ANOVA, and T-test.

The results of the study of the service marketing mix factors were as follows. The
consumers were satisfied at a high level towards the following factors: physical evidence and
presentation, place, people, process, and product, respectively. The consumers were satisfied at a
medium level towards the following factors: promotion, and price, respectively.

In terms of product, the highest satisfaction was the short-term and long-term credit
services available.

In terms of price, the highest satisfaction was the interest rate under the classification
of receivables.

In terms of place, the highest satisfaction was the bank’s service network across the

country.



In terms of promotion, the highest satisfaction was the reduction of interest rate for
three percent of all outstanding debt.

In terms of people, the highest satisfaction was the employment honesty and
reliability.

In terms of physical evidence and presentation, the highest satisfaction was the
visibility of the sign.

In terms of process, the highest satisfaction was the customer visiting and
recommendation of the staff.

The first three problems were found in the aforementioned service included narrow
parking spaces and difficult to find a parking space. Additional problems included the
requirements of too many documents when applying for loan; a high collateral evaluation fee;

unsanitary conditions of the toilets and finally slow credit approval process.



