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ABSTRACT

This study aimed to understand the satisfaction, problems, and advice of Krung Thai
Bank’s clients in Chiang Mai city area who acquired the bank loans for agribusiness operation.
Questionnaire interview in person or by telephone was conducted to collect information from 55
samples of the bank’s clients characterized as agribusiness operators who obtained over one
million baht loan size from various Chiang Mai branches of Krung Thai Bank (Public Company
Ltd.). Descriptive statistics analysis and one-way analysis of variance were used as the study

tools.

The study found that most of the bank clients under study were loyal and long term
service users of the bank and sought loans for use as revolving capital. Those who borrowed

money through the means of overdraft and fixed loan had low satisfaction in the aspects of



interest rate, service fee, staff’s quality, and the loan approval procedure. Those who obtained
loan in terms of promissory note / bill of exchange / aval / letter of credit, were highly satisfied
with all aspects of bank’s services. The application of Duncan’s One-way ANOVA revealed the
satisfaction levels of bank clients using overdraft and promissory note / bill of exchange / aval
means classified by business type and loan type were different statistically significant at 5% level
(P<0.05). Those bank clients obtaining credit for agribusiness had higher satisfaction level than
those in agri-industrial and wholesaling / retailing businesses, and logistics system, in the aspect
of bank staff’s quality. Meanwhile, the loan users for agri—industrial and wholesaling / retailing,
and logistics activities appeared to get satisfaction from the approved loan size which was
sufficient for the business operation at higher level then what expressed by the borrower for

agribusiness.

The concerned problems and advice brought up by the bank clients under study included
the reduction in interest rate and service fee as a means to help reduce cost of agricultural
products production in the current trend of economic recession by making it the bank’s policy, the
lesser time-taken loan approval procedure, and the more frequent visits spent by the bank’s staff
to see whether the bank clients have any problems and to develop good corporate-client

relationship.

To enable Krung Thai Bank to use information from this study as guidelines for
extending loans to keep the existing clients and to generate clients’ satisfaction as far as possible,
it is advised that the Bank design criteria for granting loan or treatment as individual case,
particularly for those clients with good loan repayment records. Loans should be extended to a
greater extent for agribusiness category due to the existing lower reserve requirement compared
to other loan categories. Loan size should be enlarged for existing clients using fixed loan and
overdraft alternatives, with close monitoring on their use of loans. As most bank clients are

regarded as important customer and they get loan rather than use private fund for business



operation, the Bank should allocate credit and monitor the loan repayment according to the agreed
conditions. The Bank should also provide training to improve the staff’s knowledge, skills, and

capability in serving the clients for future corporate image.



