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Abstract

The aim of this independent study of “The Attitudes of the People’s Bank Customers
Toward People’s Bank Loan Services in Amphoe Mueang ,Changwat Chaing Mai .” was to
investigate the attitudes regarding acknowledgment, satisfaction and problems of the customers of
the People’s Bank Project towards the loaning service project in Amphoe Mueang ,Changwat
Chiang Mai . Sample of 300 customers were purposively selected from the customers of the
project whose loan applications were granted by the government savings banks located in
Amphoe Mueang, Changwat Chiang Mai . A set of questionnaire was administered to those
samples singled out from branches to collect the data. The data collected was processed through
descriptively narrated together with some statistic aspects like frequencies, percentage, means and
weighted means.

The results showed that those respondents were mostly female with the age range of
31 — 40 years and finished primary level of school. Most of them were owned their own business
of consumer goods. They were customer of the project for more than 12 months. The loan
granted ranged from 10,000 — 15,000 baht. Once they were approved , the loans were set aside
for working capital. They spent less than 1 month waiting for the loan to be granted. The loan

payment was made into 12 months installments.



The respondents acknowledged about the details of the project were at a fair level; their
acknowledgment regarding the collateral figures’ qualifications was quoted at a high level while
their acknowledgment regarding other aspects which respectively included the installment paying
period, the project objectives, the project’s customers qualifications, the procedure of loan
application, the project’s customers benefits, the volumes of loan, the interest rates were quoted at
fair level.

The respondents were satisfied with the factors regarding the service marketing mix; their
satisfaction was quoted at a high level for the personnel factor while those of the other factors —
which respectively included products, process, place, physical evidence and presentation,
promotion and prices were quoted at a fair level. But when these factors were categorized, the
personnel factor was ranked first in terms of courtesy, serving willingness of the employees while
those regarding the products factor was focused upon the bank image. As for the process factor,
the respondents focused upon the Banks requirement about permanent business premises and easy
in which to contact . Regarding the place factor, they quoted upon the premise cleanliness while
those of the physical evidence and presentation included the appropriatenes§ of department zoning
with sign and identitics. For the promotion factor, they focused upon the information and
suggestion provided by the bank employees. As for pricing factor, they focused upon the interest
rate of 1% monthly.

The problems that respondents encountered when making use of the services rendered by
the project which categorized from most frequently encountered were as follows: the place factor
which regarded the unavailability of parking lots; the products factor which regarded the loan
amount; the promotion factor which included the unavailability of premium goods; the physical
evidence factor conducted which included the unavailability of counter services; the pricing which
included high interest rates; the process which included the loan approval take long time; the

personnel which included the speed services rendered by the employees were very slow.



