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This study aimed to examine the declining trend of welfare credit usage, identify the
factors influencing the choice for using welfare credit services, and explore the associated
opinions as well as problems or obstacles. The population for this study were the present and the
former welfare credit clients of Chiang Mai branch of the Government Savings Bank in Chiang
Mai Province. Primary data were collected from 300 samples of the population identified by
stratified accidentally sampling method for questionnaire interview. The samples were confined
to those working at six government agencies including Chiang Mai Region 1 Electricity Authority
Office, Chiang Mai Post Office, Chiang Mai 10" Health Center, Kawila Army Hospital, Chiang
Mai Provincial Traffic Works, and Chiang Mai Revenue Department Office. Analysis of data
was conducted on the basis of descriptive statistics including frequency, percentage and
arithmetic mean, as well as ranking of factors having influence on the customer’s choice.

The findings indicated most respondents who still used welfare credit service of Chiang

Mai branch of the Government Savings Bank could be characterized as male, more than 31 years
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old, married, having bachelor’s degree on lower education, having small to medium size family
(1-5 persons) earning 10,001-25,000 baht monthly income, spending more than 5,000 baht per
month for necessity, spending 2,001-4,000 baht per month for normal livelihood, spending more
than 1,000 baht month for luxury goods and services, having more than 26 years of work
experience, previously using services of other financial institutions, and currently using services
of other 1-2 financial institutions, Meanwhile, the respondents who stopped using the services of
Chiang Mai branch of the Government Savings Bank in most cases could be described to be
female, 31-50 year-old, married, bachelor’s degree graduate, with small to medium size family
(1-5 persons) have 10,001-20,000 baht average monthly income, spend more than 5,000 baht for
necessity, 4,000 baht for livelihood, and 1,001-2,000 baht for luxury goods and services per
month; have 5-15 years work experience, have used to use services of other financial institutions,
and now use services of only one financial institution.

The most influential factors for customer’s choice were found to be the rules and
regulations required for documentation, approval procedure, loan period, etc. The factors having
moderate influence were identified as loan limits, interest rate, and bank fee. These findings were
consistent with the average value because all service factors appeared to exert influence on the
choice for services. On terms of social, economic, and other factors; the customer’s
considerations on upgrading quality of life, emergency in financial need, and changing cost of
living were highly important and very influential in customer’s choice. Judging from the average
value, all the above factors could be regarded very important.

The analysis on problems/obstacles associated with the use of such welfare credit
revealed that most customers encountered the problems of complicated requirement concerning
documents, inconvenient location of the Bank branch, the loan limits, and loan repayment
periods. Most respondents indicated they would still choose the Government Saving Bank for
credit services if they had any financial problems. Those who ceased to use services of the
Government Savings Bank in most cases actually did not face any problem in using the welfare
credit; only a few shared similar problems with the existing customers. When asked about the

priority financial institution choice in time of financial needs, most respondents selected Krung
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Thai Thanavat as first choice followed by the Government Savings Bank, Cooperatives, quick
cash credit providers, and other financial institutions, respectively.

The major reasons for the ex-customers ceased to use welfare credit services of Chiang
Mai branch of the Government Savings Banks were found to be the inconvenient trip to visit the
bank, inconvenient location, complication and strict requirement concerning documents and
approval procedures, the availability of other alternatives or privileges for government officers in
various agencies, the slow or inactive manner of the bank staff in performing their works, the
assessment of collateral value lower than what offered by other financial institutions, out-of-date
services, small approved loan size, and bank staff inattentive or not friendly in providing

services.





