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ABSTRACT

This research was aimed at examining and comparing the access and the use of
information, including analyzing its problems and obstacles among personal loan customers of
Krungthai bank in Narathiwat.

Research data were collected by using questionnaires to survey on 203 samples from
Krungthai bank, Narathiwat. Statistical data analysis was conducted using percentage, mean and
standard deviation, t-test and ANOVA.

The result of the study demonstrated that most of personal loan customers of Krungthai
Bank applied for a loan to cover up their household expenses and the application process has
already been approved. These customers have a high level of information accessibility in terms of
information needs, knowledge and experience in searching and accessing, tools and technology
facilitating the access to information regarding loan services, sources for information about the
quested loan including how to access and the timeliness of the information. Similarly, they have a
high level of factors influencing the information use, for instance, purposes of the use,
information content, sources of information and problems from information use.

Accessibility analysis in perspective of different genders revealed that male customers
have a higher demands for information about loan than female customers, meanwhile, there is no
difference in terms of their use. In another perspective--age, the result indicated various
differences in connection with knowledge and experience, facilitating tools and technology,
information sources and timeliness quality, whereas samples’ information use was distinct in
every aspect. Concerning customers’ marital status, there were differences in accessibility in
terms of knowledge and experience, facilitating tools and technology, information sources and

timeliness quality, corresponding with the differences in their information use in the aspects of



®
information sources and timeliness quality. Their information use was also different in the matter
of problems and obstacles.

Level of education also differentiated information accessibility in terms of knowledge
and experience and their information use in terms of problems and obstacles. With regard to
professions, the accessibility varied according to information sources, while there was no
difference in information use. When considering the average monthly income as another
perspective of analysis, the result showed that there was a difference in the aspect of problems
and obstacles in both the accessibility and the information use.

In connection with types of loan, there were many differences in the accessibility in
terms of information content, information sources, timeliness quality and problems and obstacles,
whereas the result was different in every aspect for their information use. On the contrary, in the
perspective of purposes of loan, there was not any difference in information accessibility, but in
their use such as purposes of information use, information content and information
sources. Lastly, in the perspective of service status, analysis result showed no difference in
information accessibility. In terms of information use, there was a difference in problems and

obstacles.





