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ABSTRACT

This independent study intended to explore service marketing mix factors affecting the
business decision on using overdraft loan of Bangkok Bank Public Company Limited at Sanpakoi
business center, Chiang Mai Province and to study customer’s problems on using the overdraft
loan services. The data were collected by inquiring 245 customers of the overdraft loan services.
The data were then analyzed in terms of frequency, percentage, and mean.

The results of the study were that most of the respondents were male aged between 41-50
years, holding Bachelor Degrees and positioning in owner business. Their income per month
ranged from 30,001-45,000 baht. The majority of business type was wholesale and retail business.
The authorized capital ranged from 1,000,001-5,000,000 bath. The respondents were use house
and land as collateral and overdraft loan limit ranged from 300,000-600,00 bath and 1,000,000-
3,000,000 bath.

Regarding the study of factors of service marketing mix affecting the decisions on using
the overdraft loan services, it was found that the respondents regarded several factors including

people, process, price, product, place, promotion and physical evidence and presentation as a high

importance level respectively.



In product factor, three sub-factors having highest average were service quality, overdraft loan

limit and collateral and diversity of services.

In price factor, three sub-factors having highest average was interest rate, overdraft loan fee and
interest rate adjusting,

In place factor, three sub-factors having highest average was location of branch, telephone contact
and adequacy or convenient of parking lot.

In promotion factor, three sub-factors having highest average were special offers of added services,
outside public relation by officer and special offer in other services.

In people factor, three sub-factors having highest average were advisory service of officer,
officer’s intent for solving and officer’s good relationships.

In process factor, three sub-factors having highest average were convenient of contact, time of
loan approval and service to convenient customer.

In physical evidence and presentation factor, three sub-factors having highest average were
stability, famous and image of bank, office equipments and comfortable equipments for customer.

The findings of problems in using the overdraft loan services of Bangkok Bank Public
Company Limited Sanpakoi business center, Chiang Mai Province showed that the problems
most frequently found by the customer were as follows: product factor, the problem was
inadequacy of overdraft loan limit. For price factor, the problem was high interest rate. For place
factor, the problem was inadequacy or inconvenient of parking lot. For promotion factor, the
problem was inadequacy of service discount. For people factor, the problem was the time of
problem solving for customer. For process factor, the problem was the time of loan approval. For

physical evidence and presentation factor, the problem was inadequacy of customer’s comfortable

equipments.



