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ABSTRACT

This study has the objectives to examine the behavior and assess the satisfaction of
those entrepreneurs who used the SMEs lending services of the Small Business Relationship
Center of Siam Commercial Bank (Public Company) at Thaphae branch in Chiang Mai Province.
The population for this investigation were 311 entrepreneurs that had got the SMEs loans from
this credit provider. They can be distinguished into three different groups according to loan sizes:
1) 108 entrepreneurs getting 5.00 — 7.50 million baht loan approval, 2) 108 entrepreneurs getting
7.51 — 13.00 million baht loan approval, and 3) 95 entrepreneurs getting 13.01 — 20.00 million
baht loan approval. Pertinent information was collected through questionnaire survey. Analysis
was based on the results of descriptive statistics including frequency and percentage. The levels
of bank clients’ satisfaction were assessed by Likert scale rating technique.

In the 5.00 — 7.50 million baht loan-size group, the general characteristics of the
borrowing entrepreneurs were found to be male, married, 48 years old on the average, bachelor’s
degree graduate, having been in SMEs business for 13 years, hiring 12 employees, doing business
in the areas of wholesaling or retailing consumption goods and renting out assets, and earning 10
— 20 million baht business revenue per year. Most of them had the objective to borrow the SMEs

loan for use as working capital and applied for this type of loan for the first time, and



they generally applied for both term loan and overdraft options. Their average borrowing was
5,858,725 baht; paying an interest rate averagely at 8.91 % per year, and making 50,951 baht
repayment installment. They commonly used their business premise as loan collateral. They
expressed their high level of satisfaction with the SMEs lending services in question, first and
foremost with the reputation and image of the Bank followed by the service quality of the Bank’s
staff.

In the 7.51 — 13.00 million baht loan limit group, the entrepreneurs typically were
male, married, 47 years old on the average, bachelor’s degree graduate, having been in the
business for 14 years, employing 15 workers, doing business in the areas of wholesaling or
retailing consumption goods or renting out assets, and making 40.01 — 50.00 million baht annual
sales. They had the main objective to borrow money for use as working capital and had borrowed
from the Bank for the second time, and applied for both term loan and overdraft options. On the
average, they borrowed 9,549,682 baht, paid 8.87 % annual interest rate, and repaid 71,416 baht
per installment. Generally, they used their business premise as collateral. Their satisfaction with
the SMEs loan services was rated as high particularly with the aspects of reputation and image of
the Bank, followed by the quality of services provided by the Bank’s personnel.

Those entreprencurs in the 13.01 -20.00 million baht loan approval group could be
characterized as male, married, 48 years old on the average, with bachelor’s degree education,
having been in the business for 13 years, hiring 18 employees, operating consumption goods
wholesale or retail business and renting out assets, and obtaining more than 80 million baht sale
value each year. The majority of them intended to borrow money for use as working capital and
had borrowed from the Bank for the second time, and they applied for both term loan and
overdraft options. On the average, they borrowed 14,528,591 baht; paying 8.53 % annual interest
rate and repaying loan at 120,590 baht per installment. Their common type of collateral was the
business premise. Similar to those in other groups, the entrepreneurs in this group felt highly
satisfied with the lending services for SMEs provided by the Bank particularly with the aspects of

reputation and image of the Bank, followed by the service quality of the Bank’s staff.



