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Independent Study Title Factors Affecting Customer Decision on the Usage of Loan
Service of Small and Medium Enterprise Development Bank

of Thailand (SME Bank)
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Independent Study Advisor Assistant Professor Kusuma Dampitakse, M.Acc.
Academic Year 2012
ABSTRACT

The purpose of this independent study was to study the factors, as well as opinions and
recommendations, affecting customer decision on the usage of loan service of Small and Medium
Enterprise Development Bank of Thailand (SME Bank). The samples consisted of 320 participants
who were customers using the loan service at two large branches, including Ayutthaya Branch and
Nakhonsawan Branch, under regional office 3. Descriptive statistics used for data analysis were
mean and standard deviation. Besides, inferential statistics used for comparing differences and
analyzing the relationships included One-way ANOVA, Least Significant Difference (LSD), and
Pearson Product-Moment Correlation at significance level of 0.05.

The results of data analysis regarding the environmental factors affecting customer
decision on the usage of loan service showed that the highest level was from the aspect of business
competition, followed by the government policy and economic condition, respectively. Moreover,
the results regarding the factors affecting the decision on the usage of loan service revealed that the
aspect of loan indicator of loan user was at high level, followed by interest rate and fees, the
condition of loan usage, process of loan usage, services, channels of loan usage, physical
characteristics, and promotion, respectively. The significant differences were found in terms of the
condition of loan usage, interest rate and fees, physical characteristics, marketing, services, and loan
indicator of loan user. Furthermore, the relationship between the environmental factors and the
decision on the usage of loan service was positively related at medium level.

In addition, opinions and recommendations affecting customer decision were to reduce
the number of documents, loan procedures, interests, and duration of loan consideration, to increase
payment channels, loan limit of best customer, and to always inform the current progress of the
bank.

Keywords: loan service, SME Bank
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