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ABSTRACT

The objective of this independent study was to investigate customers’ satisfaction toward
the credit services of Bangkok Bank Public Company Limited in Samut Sakhon province. The
research population was determined, under the quota sampling, to 330 credit service customers of
Bangkok Bank Public Company Limited in Samut Sakhon province. Questionnaire was used as a
tool to collect data from those referred population. Then, the collected data were analyzed by
descriptive statistics including frequencies, percentages, and means.

According to the study, it was found that most respondents were male in the ages
between 51 — 60 years with Bachelor’s degree and owned the sole proprietorship business. Their
business had mostly operated for more than 15 years and earned annually lower than 10 millions
baht as an average business income. The majority had had the general loaning credit for 1 — 5
years and its credit limit was lower than 5 millions baht. Most of them were customers at
Setthakij 1 Road branch.

The marketing mix factors affecting customers’ satisfaction toward the credit services of
Bangkok Bank Public Company Limited in Samut Sakhon province were overall ranked for its
importance at moderate level. In terms of product, they paid the importance on the availability of
one-stop-service, which was easy to contact and ran process rapidly, as found from each branch.

In terms of physical evidence, they paid the importance on the good atmosphere of the bank



which was decorated in modern style, and had beautiful, clean, and wide service area. In terms of
process, they paid the importance on the accuracy in collecting data used in a process of credit
approval. In terms of place, they paid the importance on the availability in running the loaning
process at the most convenient branch for customers. In terms of product, they paid the
importance on the increase of credit line for customers. Finally, in terms of promotion, they paid
the importance on the direct information about credit provided by the bank officers at the
customer’s working place. In summary, the factor which the customers rated their level of
satisfaction at high was people factor, but the factor which the customers rated their level of
satisfaction at low was price factor.

According to the study on problems affecting the customers’ satisfaction toward the
credit services of Bangkok Bank Public Company Limited, the problems found in all factors were
ranked at moderate level of importance. In terms of product, the problem was found through the
insufficiency credit limit approved in regards to the need of use. In terms of price, the problem
was found through the high rate of interest comparing to other banks. In terms of process, the
problem was found through the slow credit consideration. In terms of place, the problem was
found through the insufficiency of parking lots. In terms of promotion, the problem was found
through the unavailability of service fees discount. In terms of people, the problem was found
through the inequality of service as provided by bank officers. In terms of product, the problem
was found through the poor conditions and presentations comparing to other banks. In terms of
physical evidence, the problem was found through the unavailability of drinking water, tea, and

Coffee during waiting in cue.





