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Minor Thesis Title : Customers' Satisfaction towards the Loan Service of
AEON Thana Sinsap (Thailand) Public Company

Limited, Hatyai Branch

Author : Mr. Tanin Somplien
Major Program : Agribusiness Management
Academic Year : 2009

Abstract

The research aimed to study 1) the social and economic features of the customers of
AEON Thana Sinsap (Thailand) Public Company Limited, Hatyai Branch 2) the customers'
behavior on the loan application 3) customers' satisfaction towards the loan service 4) the
correlation between the social and economic factors and customers' satisfaction on the loan
application 5) problems, threats, and suggestions on the loan application. The data were collected
through the interview of 200 Aeon customers. The descriptive analysis and Chi-Square (Xz)
statistics were implemented.

The results revealed as details. The respondents were mostly male with the average age
29.2 years old. They were single and Buddhists, 71.0% and 77.5% respectively. The average
household members were 4.43 people. The household members, who were studying, were 1.05
people. Most of the respondents were bachelor degree educated in minimum. The respondents
worked as private company employees as their single career without the supplementary career. The
monthly income was 63,716 baht/household The average monthly income of the respondent was
19,016.50 baht. The average land ownership was 9.67 rais. The average household debt amount
was 160,055 baht. The sources of debts were other private companies and AEON Thana Sinsap
(Thailand) PCL.

The customers’ behavior on loan application in various aspects was as following. As
period of being customers, the average period was 3.76 years. The most popular loan type was
credit card loan, which was the highest amount, 64.5%. The goods leasing and personal loan come
the next. The total loan amount provided by AEON Thana Sinsap (Thailand) PCL was 26,300 baht
in average. The average service duration was 5 minutes. The major reasons which the customers

applied for the loan from AEON Thana Sinsap (Thailand) PCL were listed as convenience, 54.5%,
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confidence in company security, 28.0%, and being informed of the information from the company
representatives, 64.0%.

The customers' satisfaction level concerning the loan service application in the high level
were described as details. In view of the product, the company reputation was well accepted. The
representatives were available to serve the customers. Varieties of services and products were
available, and the customers' information security was reliable. In view of the price, the interest
rate complied with the law. The customers' satisfaction level concerning the loan service
application in the moderate level were described as following. In view of the product, the credit
line allowance was reasonable. The billing amount was accurate. The technology was modern and
ready to serve the customers. The loan approval was fast processed. The numbers of employees to
serve the customers were adequate. In view of the service place, numbers of branches were
available. The floor plan was well partitioned and spacious. The marketing promotions and other
factors were also rated in the moderate level. In view of the loan trend, the trend increases due to
lower interest rate, and simple and fast loan access. However, the respondents remain their loan
volumes since no additional loan required in this moment. The future trend remains unexpected.
However, the loan trend decreases because of the service problem.

The relationships between the social and economic factors and the customers' satisfaction
revealed as details. In view of the economic factor, the period of being customers and the loan
volumes related to the loan satisfaction with statistically significance Ol= 0.05.

Problems and threats on the loan application were low credit line, high interest, and
inadequate car parking lots. The respondents suggest that the credit line should be increased and
suits the target groups' qualifications. In addition, the interest rate should be lower. The parking
lots should be adequate. The discount and gimmick provision should be initiated for the marketing

promotions.
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