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ABSTRACT

The purpose of this study was to: 1) study consumer behavior when using SMEs loan
service of Krungthai bank in Chiang Rai province, 2) evaluate consumer influence factors
towards using SMEs loan service of Krungthai bank in Chiang Rai province, and 3) evaluate
customer satisfaction in using SMEs loan service of Krungthai bank in Chiang Rai province.
Primary data was collected by using a questionnaire with 250 sample customers. Descriptive
statistics were used to analyze the data. The researcher rated the importance by using Linkert
scale and used Chi-Square test at 0.05 level of significance in order to identify characteristics
associated with consumer behavior which was classified by financial amount and business type.

Customer overall data showed that: 54.4% of the clients owned a retail business, 40%
registered as Single-Member LLC, 41.2% ran SMEs for more than 10 years, 82% had revenue
less than 1 million a month.

Consumer behavior study found: group of retail business clients with financial amounts

less than 10 million baht and using overdraft loans, using SMEs loan in order to invest in a new



business and used as working capital, both old and new clients were applied to use SMEs loan
service, approved loan interest rate; 0.05-0.10% per year, fee and commission to be collected
0.25% per year, most of the collateral for secured loans was land with buildings, and SMEs loan’s
clients also used others products from the bank.

Evaluation of consumer influence factors towards using SMEs loan service of Krungthai
bank in Chiang Rai province were shown in the following order: 1) Service staff, 2) Physical
characteristics, and 3) Servicing process.

Evaluation of customer satisfaction in using SMEs loan service of Krungthai bank in
Chiang Rai province showed the highest score of each category: 1) Product; high rate financial
amount, 2) Pricing; low interest rate, 3) Location; provided branch network fulfill customer
demand, 4) Marketing; 5) Service staff; reliable, 6) Servicing process; good system, informed

approval period, and 6) Physical characteristics; bank’s reputation and stability.



