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Napapha Pisitmukda. (2008). A comparsion of users’ satisfaction of personal loan between
Standard Chartered (Thai) Bank Public Company and Citibank in bangkok
metropolitan area. Master’s Project, M.B.A. (Management). Bangkok: Graduate

School, Srinakharinwirot University. Project Advisor: Dr. Rugphong Vongsaroj.

The objectives of this research are to compare users’ satisfaction of personal loan
between Standard Chartered (Thai) Bank Public Company and Citibank in Bangkok
Metropolitan Area and to explore the factors influencing their satisfaction. The samples of
this research are 400 users who have used the personal loan services at both SCBT and
Citibank. The questionnaires are used for data collection. The statistional methods used in
data analysis include percentage, mean, standard deviation, t-test, paired t-test, one way
analysis of veriance and Pearson Product Moment Correlation Coefficient.

The results show that most users are married male aged 31-40 years old with
bachelor degree educational background and working as officer in company with average
monthly income more than 50,001 Baht.

Users’s attitude toward SCBT's overall personal loan conditions is at the high level,
in the aspect of loan permission is at the highest level but in term of interest/fee and loan
payment is at the moderate level. Users’s attitude toward Citibank’s overall personal loan
conditions is at the moderate level, in the aspect of loan permission is at the high level while
in term of interest/fee and loan payment are at the moderate level.

Users have attitude toward SCBT’s overall personal loan services at highest level,
in the aspect of people and place are at the highest level but in term of loan service is at the
high level. They also have attitude toward Citibank’s overall personal loan service at the high
level, in the aspect of people is at the highest level while in term of loan service and place
are at the high level.

The users express their overall satisfaction of personal loan service at SCBT and
Citibank at the moderate level. Most users have a purposing of loaning money to pay an
another debt having higher interest cost, they are not sure to suggest others to use services,

and they mostly pay for the loan at the counter service because of the convenience travel.



SCBT's users averagely receive loan permission about 299,838 Bath/time and have
used the loan service 2 times for 1.33 years and Citibank’s users averagely receive loan
permission about 207,750 Bath/time, with loan 1 time for 1.69 years.

Users with different marital status have different satisfaction of using personal
Loan services at SCBT in the aspect of real perception over expectation and the overall
satisfaction at statistical significance level of .05. Moreover, users with different age,
educational level have different satisfaction of using the services at Citibank in the aspect of
real perception over expectation at statistical significance level of .05. In addition, users with
different marital status and income also have different satisfaction of using the service at
Citibank in the aspect of the value of service at statistical significance level of .05.

Users’ attitude toward personal loan conditions is positively correlated with
their satisfaction to the loan service of SCBT in the aspect of real perception over
expectation and the value of service statistical significance level of .05. Moreover, their
attitude toward personal loan services is positively correlated with their satisfaction to the
service of SCBT at statistical significance level of .01.

The attitude of users toward personal loan conditions is positively correlated with
their satisfaction to the loan service of Citibank in the aspect of the value of service and the
overall satisfaction at statistical significance level of .05. In additional, their attitude toward
personal loan services is positively correlated with their satisfaction to the services of
Citibank at statistical significance level of .01.

Personal loan clients have overall satisfaction in all aspects to the SCBT personal
loan services greater than the Citibank at statistical significance level of .01.

The customers’ satisfaction to SCBT personal loan services in all aspects are
positively correlated with their tendency to suggest others to use services at statistical
significance level of .01 and the their satisfaction to the Citibank are also positively
correlated with their tendency to suggest others to use services at statistically significant

level of .01.
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A
o

wlsdaau k dszans Auanulnsldgns (Taen andaehiymn. 2546: 148) Al
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MSTrt
MSE

ananaaay F feesnaasy K—-1,n—kK

pan F Wl ANADAN lMAANTn e F -test

MSTrt i Adudssausendnangy

MSE Wl Adutssunielungw
k WU RUIUNGNARRENS
n WNE TRIATRINGNAIDES

3.2 WREUALANNLANFANIEIINALRALIDINgNA02N 2 Nax Taanmadel
A1 ttest ielinaaeuanuRgiuden 1 (wakazanunwaNsa) (Aawn anfiadiiny. 2549;

109) Ag

i v
3.2.1 netunAuLslaauaeia 2 nguminiu

aa = a
anAnAdal t AagAadss n, +n, —2
pen  t WNU ANADAN 1ENAN700 18 t-test

X, X, WNUANDANTBNNENT 1 UAT 2 AINAIAL
S WNUANDEILUNIATIUAIRLNPINANFBENG 113 2 NgH

n,N, UWNUIUIATAINGNAIaENlUNgNN 1 WAL 2 FNRAL
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3.2.2 ntunAulslaauansis 2 nguldvindu

ADANAZAL t HAIANBATY V

(s2/n,+s2/n,f

V =
Slz/n1+822/n2
n-1 n,-1

aaa

Tefl t  wnuAada7dRason Tl test
X, X, Wy mmﬁmmﬂ@;mﬁ 1 Uaz 2 ANNAIAL
S,,S, unu ﬂ'qlfimmummgmﬁq@mwmﬂ@'uﬁ 1 hay
2 ANNANAL
n,n, Wnu mmmmmjuﬁmﬂﬂﬂumjmﬁ 1 UAY 2 AUANATAL
v WN1L BNANRATY
3.3 mi‘wm@@ummLLﬁmﬁiN@demuuum?n'mmmjmﬁq@ﬂw 2 QN
wuuldifudaszraiulae 1940/ Pair t-test HLﬁ@wmmumuﬁngﬁ@ 4 6 (fagn el

11071, 2545: 250)

d—d

f=— "0
SD./+/n
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do t unu AnAldlunnsfansonu test
d unu ﬁifn,fa'ﬁm'aqmjuﬁqaﬂw 2 ngu
d, wnu Aedsnelunga
SD. unu ﬁ'ﬁLﬁmmummgﬂmmmLLuuﬂziuﬁfmﬂN
N WU AUUANITN NG AaEn
34 A1 F "L%mmummmefiwa“wdwﬂ'ﬁL@?ﬂlﬂmmﬂzju'%uiﬂimmﬁmezﬁ
ANLLTUTIUNNGARY (One Way Analysis Of Variance)T%Lﬁ@mmmummﬁgm%ﬁ 1 (28]

nsAnen a1 elAednsenan) Auinlnaligns (Taan atadiinymn. 2549: 115) A9l

_ MSB
MSW
T F wnu AAaDAN IENANsun Tl F test
MSB Wi ALUsLsausEndengu
MSW Wi AuLstlsunislungu

3.5Brown’s Test MiNanaasuanufgiunlianianaaay Aa One-Way ANOVA
WaawlsUsuaasdaudssulaivintiuatieiion 1 ngu (Faan antigehinyan. 2548: 241) ATua

Tneldgmasiall

_ MSB
MSW'
Tra? B Ny AaD AN lENaN70un Tl Brown’s Test
MSB Wi Audsilsauszudnangu
MSW' W Audstsaunielungs

=

3.6 Least Significant Difference (LSD) M lunnnFauiiauidatauiiann

wilstsauaassaulssunnguivintu Auanleeldans (faen ofimdiingan. 2549: 243) Al

[
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lpefi  LSD UNU AKARNTIIGNATY
MSE wn Audstaaunialungs
k W ATUIUNGNAIRENS
n UNL TUIATBINGNAIDES
a unu seAvdadnAny

3.6 Dunnett’s T3 M ln1atFeuiiendadatudannilaisauaassiaunsiuludivinn

aginatiae 1 ngu (Taan andadiinyn. 2548: 241) Auanlagldgmassil

— 0 /2MSE)
o

Toedl dp WU ARARTRIAN ATy
dp UnU ANARNSTIRIAATY
MSE W Audsdsaunislungs
n WNK TUIATBINGNAIDES

v o & 1 oo

3.8 dnnanduiusasinsineeaiNef4u (Pearson product moment
0.

1
= o o 0 o

correlation coefficient) NTzAUTRAIATYN9ATEN 0.05 THAANNANRUSIR9FaLLTa IR
5

Hugasziuseriu visepnuduiusssndnedeya 2 9a eldnnaeuanuigiuden 2, 3,

o A

(Mt Andaediinyni. 2545 : 311-312) A9id

n2XY — (2X)( 2Y)

xy

\/[an2 — XN INZY - YY)
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e o uwny  duderAnsanduiug
X WY HATINTBIATUUU X
2y WA HATINTBIATUWUU Y
XX WU HATINAZHUWTA X WAATFARNNIAIEDY
G WU HATINAZLUWTA YUARTANNIAI4D3
XY WY HATINTBINAATIEUING X WAL Y )NA
n WNY ANUIUAUMTANANFNBLN

TeTiAN AN LANE A AURUSAZT AN9MdNe -1 < r < 1 ANTNNET0 (Aagn ntael
Teyan. 2544 : 437)

1. #en rifluay ugnen X uay Y Saoaudusiusluiiannanssiudng e 81 X dfia Y
AzaA WAEN X an Y azifiy

2. &A1 rifluuan uanedn X uaz ¥ dannuduiusluiiAmnafaati Ae &1 X WL Y

QI % 4 %
QELNHAE LA X AR Y aZannIegl

' a

3. f1A1 r Ad1nA 1 uaeedn X way Y Saonuduiusluisniaseniu tasd

o

ANNNANNUGILNIN

a

8781 r 3ANEN1NA -1 waeeI X 1Az Y HAuANAUS IuRANI9msa Lt Laz s

&

o

ANNANNUGILUNIN
5. 81A1 WAL 0 waAedn X uaz Y A uduRus i
6. B1AT r 191 1INA 0 UAASIN X Ay Y HAuduRusAutaslas A17ei LA NANAUE

PRIANANNUS (Salkind. 2000 : 208)

A2 ALAINNANAUS 22AUAMNANNUS
0.81-1.00 49
0.61-0.80 GRS RN
0.41-0.60 1unaa
0.21-0.40 AaudnEn

o

0.01-0.20 1
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X LN ﬁﬁmﬁ'mmmjuﬁq@ﬂ'w (Mean)
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MS LN ARRHYRIHATINAN AN LT EN LU NE N dad e (Mean
Square)

t N ANaR AT 4 Ran 0N I tdistribution

F W AngRRAT RN 70Ul F-distribution

p uni ANURIRNATYNNATA

r UN Adutls AN anduiug

* Wnu e AyneadAnszL .05

* N e Aynneadanszsy 01

NFLAUBNANITILATIZNTDYS

[ %

nsnszvdeya  fRde liinaueniua N iNieein1dy  Inautianistiiane

©
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AunLASA a5imase (Ins) afm (N1191) AU UNANITRLLNT
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HANITILATISHLDYA
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=3
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pnuRanalarnsgliisnmsAuidaunna  Levene  dff df2  Prob.
Statistic
pruns LTNNsRudeyAnatasTauWEUAY  1.690 4 395 152
QI dl % 4
Rena1Andsls
ANUATAANTRINIT ILEN3 TntIsaNUR9aUIANS 736 4 395 568
FrupNTenalalatsINTaIsUIANg 2.730* 4 395 029

o 0 o

*ArladnAtyneatpngzau .05
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F11979 30 WARIANNUANGLTRIAI N TINe lans TN sAuTaYAAATBIE U ANT
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yaaataafFaLneLiL nmelungu 395 176147 446
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TUIANT EAPRN 399 172.000
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FUNANTTHILLNT ANUWUNATNINA

ﬂmuﬁqw'ﬂqmaq Levene’s Test For
HLTUSNsAULTRUAAR Equality of .
o N t-test for Equality of Means
Variances LA
F Sig Mean S.D t df prob.
n3ldiLsn1e  Equal 3.476 .063 el 3.42 601 -1.070 398 285

auﬁ@qmm Variances

Tnel assumed
ufaudiey  Equal N 3.49 683
TR Variances not

Aausls assumed

ijﬂ"]‘ﬂ@ﬁ Equal 7.690** .006 el 3.52 .599

M9 lLINNg  Variances

{Peganae  assumed

fUIA1T Equal mja 3.53 731 -.094 337.482 .925
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AN Equal 10.269** 001 el 3.63 616
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test m'a“wmm@umuuﬁﬂmﬁﬁzﬁummﬁ@ﬁu 95% IngaznInNIIadatANLLslsuaasusay

ngunieu t1ANLlILULAazngNnAY inageuaNNAgIuAe Ftest  UAZAIANY



119

wistsauusiazngulaiviniu Wnaaeuannfgiuion Brown-Forsythe  test  dvazujias
ANNRFIUNAN (H,) fsieiladn Prob. HAHenndn .05 uavinannAgudelaliasannsgin
. . da oA a4 d o
WAN (H)  wazeniuanumgnuses (H,) fiAveduet1eiaanilsgiiuandreiuaziinly
wWFeueudeiau (Multiple Comparison) Tneld3anageuLLL Fisher's Least Significant

Difference (LSD) %38 Dunnett's T3 LNau1dna @ lariauans1eiunsedudaddymig

i .0
Tngazfinniememaaeumpaulilmuresusiaznguieu Tnald Levene's Test A
é’?muuﬁgmﬁqﬁ
H, = Aradsutlsdsuaasusaznguliuansneiy
H, : A1ANulsdsuaesusasnguuansneiu
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= 1

LaveaNFUANNRTIUIeS (H,) fireiile A1 Prob. HANteandt .05

M1319 33 WAAIN1IRIRAeLANIANNLLTUuIeuiarnguanglneld Levene's Test

AnuRanalarasgliisnmsAuidaunna  Levene  dff df2  Prob.
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FrunslinnsdudeypnalasnBoifiouiy  1.974 3 396 117
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ANUATIANTRINTT ILEN s TntIsaNRIsUIANS 1.236 3 396 296
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AMNNIND LAY Levene's Test For
Aldusnisdudaunna Equality of ,
o * Anu t-test for Equality of Means
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F Sig Mean S.D t df prob.
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