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ABSTRACT
202163
The objective of this study was to investigate customer satisfaction on' credit
services of Sanpakoi Business Center , Bangkok Bank Public Company Limited , Chiang Mai
province. Data collection was done throﬁgh questionnairé distributed to ‘335 retailed
¢nﬁepreﬂeqfs. Given data Was, then, analyzed by the descriptive statistics composing of
frequency, percentage, and mean. » |
' According to the findings, most respondenté were male in the ages between 41 —
50 years old with Bachelor’s degree. Their businesses were mostly registered in the form of
entrepreneufship of registration and had been operated for.more than 15 years. Their business -
wére found in retailed and wholesale categories, with 1 to less than 3 million Baht for business
capital fund or business registration, and with 10 — 20 million baht for its annuai selling point.
The majority had appiied for the credit services from Bangkok Bank Public Cdmpany Limited
fdr 7 - 10 years. ’fhe sub-type of sefvices they had taken from the bank the most was overdraft
(O.D) credit service. Recently, their credit limit was at the amount of 3 million baht under the
approval periods of 16 — 30 days. Most of them ieamed about credit service of the bank from
bankers and the primarybreason in using the credit service from the mentioned bank was given

to the convenience in receiving services as a result of a large number of its branches. The
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majority used to take credit services from other baﬁk_s or financial institﬁtes and Kfung Thai
bank was the bank where they mostly took the service from.
Based upon the study results, the respondents rated their satisfaction towards-
service marketing mix factors had total average at high level for factors namely place, physical
“evidence and presentation, product/service, promotion, people, process,‘ and price, in orderly.
In terms of service, the highest satisfaction was paid té the short-term and long-
term credit services available.
In terms of price, the highest satisfaction was paid to the changes of interest rate in
according to the real market situation. 7
In terms of place, the highest satisfaction was pa{id to the Iocatioh of bank where
customers felt easy to reach to. |
| In terms of promotion, the highest satisfaction was paid to the privilege which
allowed customers to get the credit service charge waive.
1In terms of people, the highest satisfaction was paid to the good personality with
‘ friendliness and politeness of the bankers, including the proper dressing of bankers‘ which
helped strengthening tﬁe reliability of the bankers themselves.
In terms of physical evidences and presentation, the highest satisfaction was paid
to the stability, fame, and good image of the bank itself.
7 In terms of process, the highest satisfaction was paid to the convenience that
-customers got while doing transactions with ihe bank.
The first three- problems found in the mentioned service were aBout the
- insufficient parking lots, the complexity of documentation process caused by the require of
’$evéral supportive documents us’ihg for credit approval request, the too much rotation of staff
Wwhich Jed to the lack of continuity. in taking care of customers, the charge rate for asset

assessment, and the delay found in the credit approval process.





