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ABSTRACT

This independent study aimed to study marketing mix factors affecting customers
selection towards home loan services of Bangkok Bank Public Company Limited in Bangkok
Metropolitan. The sample group consisted of 350 customers using home loan services of Bangkok
Bank Public Company Limited in Bangkok Metropolitan. The data was analyzed by Descriptive
Statistics including frequency, percentage and mean.

The study found that the majority of answerers were female, aged 20 - 30 years old,
worked in private agencies, graduated Bachelor Degree or the same degree. They earned income
15,001 - 30,000 baht/month. They knew the information of home loan service from advertisement
and selected this service mostly. The factor influencing their consideration was the interest rate.
The bank service they used mostly was the deposit.

From marketing mix factors affecting customers selection toward home loan services of
Bangkok Bank Public Company limited in Bangkok Metropolitan found that the answerers are
interested in every factors in high level such as price, personnel, process of service, product,
physical evidence, place and promotion factors, respectively.

Each sub-factor the answerers considered in the first are as follow:

Price factor, the first factor the answerers considered was the interest rate. Personnel



officer factor, the first factor they considered consisted of the sincerity, human relations and good
service. Process of service factor, the first factor they mentioned was the simplification of
approved process. Product factor, the first factor they considered was the extent that the bank
approved. Physical evidence factor, they considered from the reputation and the image of the
bank at the first factor. Place factor, the first thing they thought of was the convenient location for
them. Promotion factor, the first thing they considered was the discountable fee or exception of
the fee.

Marketing mix factors’ problems affecting customers selection towards home loan
services found that those factors’ problems were considered in high level which are as follow:

Problem of service process factor, they considered the approved process for demand the
credit. Problem of price factor, they mentioned the high interest rate or higher than other banks.
Problem of personnel officer factor, they mentioned was the unclear suggestion and consultation
of officers. Problem of product factor, they mentioned was the documents for demand the credit
which were numerous and complicated. Problem of place factor, they mentioned was they have to
wait for the receiver for a long time or the busy contact when they contacted with the bank.
Problem of promotion factor, they mentioned was there is not any discountable fee or exception
the fee. and problem of physical evidence factor, they mentioned was the bad reputation and

image compared with other banks.



