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ABSTRACT

The current economic situation is recovering from the last economic
crisis. Thailand's economy has trend with better prospects of fiscal stimulus measures
and investment in infrastructure by government. As a result, making spending and
investment by households and government expanded continually. The economy has
recovered gradually, so the demand for business loans has started to increase. It is
an opportunity of commercial bank or financial institution that serves the business
loans. Banks or any financial institutions that can meet the needs of the business of
loan products and services to customers would create an advantage in the
competition. To maintain business in the changing environment, banks and financial
institution need to adapt themselves to the current competitive environment.

The research aims to provide information used to analyze, plan, and
improve the company marketing strategy. The population of this study is a group of
entrepreneurs who live in Bangkok and Metropolitan Region has been used to study
various factors, including the marketing mix for products and services (7Ps) and

demographic characteristics. This is a conceptual framework to study satisfaction on



(@)

using business loans service of Bangkok Bank in Bangkok and Metropolitan Region

that responds needs and build more confidence among bank’s customers.

The results has showed that all six factors affected satisfaction on
using business loans service of Bangkok Bank in Bangkok and Metropolitan Region for
entrepreneurs by sorting in descending order, the factor of service process, the factor
of distribution channels and responding to demand of business loan products, the
factor of personal and document processes, the factor of presented physical
evidence, number of branches and location, the factor of products and the factor of
price and promotion, respectively.

The demographic in terms of sex, age and sale affects satisfaction on
using business loans service of Bangkok Bank differently or not. The research found
that sex and age are different, no effect on overall satisfaction on using business
loans service of Bangkok Bank in Bangkok and Metropolitan Region. Whereas sale
affects satisfaction on using business loans service of Bangkok Bank in Bangkok and

Metropolitan Region by entrepreneurs.

Keyword: Commercial Bank
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3.6 \Asasdlalun1siTeuaznsiiaeideya

3.6.1 1AS93B1IUN5IY
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Mniildndnudadu wndesiefilflunisiivieyavosnisiteadsiie
wuvaeuany Seinudldlun1side srdanannuideiiieides Wisliuuvasuauiaig
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ddl 1 Teyaendunginssunislivinisdudegsiasuiasnsamw Wy
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G e v A
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naainsUsEEY Mg TeasldnisuusdimundnvesnisuuBnInIaty
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Aunisessasmat = (Feyafiiiegean - doyafifidiign) / Sty
=5-1/5
=08
Fatfu arunirsvesdnanadusint 0.8 Fedinusinnsulanamaneves
AzuuuRABTInssiuALARiuvesUsInARnAuTdeRdnaso AL Tlewelalunislduins
AudegsiasuinsnsammuesiUsznougsialunngarmamuas uazUiunma &l
AZLULLRAY 4.21 - 5.00 vaneds fuslaaiusne/fanela innfige

ATLULLARY 3.41 — 4.20 wneds Juslaeiuiie/Manels 1n
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ATLULLARY 2.61 - 3.40 wneds Juslaaiiuiie/fanela Uunans
ATLUULAAY 1.81 - 2.60 wnedia guslaaiusie/fanels doe
AzLUULAAY 1.00 - 1.80 wineda Juslaaiusie/fanela dosiian
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' ~ 1Y) o % & Aag vy
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3.6.2.1 NM3IATdayaLdeanssaiun (Descriptive Statistics)

a

(1) M5As1ERdoyaNedInUaN B EN1IU T8 INIAENSVRINGY

Y

foeny axldA1mud (Frequency) tazAiouas (Percentage)

]
a %

(2) mnswvteyaineiudadudiudszaunisnain wazseau
auitanelalunislduinisduidegsissuinisnumwuesfusenougsialulan
nIIMNIINLAST WasUSuMmaYeInguiies Insldafindads (Mean) uazArdrudonuy
1193574 (Standard Deviation)

3.6.2.2 NM3IATzdayaLdayau (Inferential Statistics)
Tunsvaaeuanufziu (Hypothesis Testing) Inslfiadeaiiolunis
AnTeviNaneadn il

(1) MFNATIEHANUUUTUTIULUY ANOVA LilanaaeuasLAne1g
TuiuAMaN YA NIUTEIINTAANTVINGUAIDEN

(2) MIAATIZIHANIARALUY Factor Analysis Litedanguiauyslu
uiazadenlddnwifieldunsinnguvionssrunusuusisinuduiusfusnegsetu

(3) N1FILATIERNANNADAULUY Regression Analysis §1%5UN1T
naaey aunAgm lunsfnwanudiusvesiiudslutiadesing fdwmasdonufisnelaves
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4.1 YoyadnearlszyINsAEASvRIERaULUUFaUATY
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nmsnuPuPudeyadmivnuideluasell fIdedenwanuuuasuaiulingy
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aun305uTlATIMIY 461 9a wasnagIdeliinnsAniuuaeuauienneudn aleely
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U3NT58URRTINNUSIAITNTUNN 113U 56 4n aanly ins1wuidelifeinisteyavesy
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a v YY) =

AUsraun1sallunislduinisAueagsiafusuIAITNTunN A9t WuUAsUAINTNNATY

ANYITAATUNIUT UMY 405 40 Tagdlanuaien1eUsessnsmansuaenagusiiegn aadl
M99 4.1

UARIAN YL UTEYINTAITA TYBINGIF 104

anuwazUszUnsAEns 31U (AL) dndau (%)
1. WA
Al 215 53.1%
N 190 46.9%
405 100.0%
2. 919
N 25 U 25 6.2%
25 - 135 204 50.3%
36 - 45 1 99 24.4%
46 - 559 56 13.8%
1NN 55 U 3wl 21 5.3%
405 100.0%
3. yaAU1Y
N3 20 au./Al 199 49.1%
20 - 40 av./U 58 14.3%
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UARNAN YL UTEYINTAIA TVDINGUT 108N (52)

anuwazUsEunIAEns 31U (AL) AndU (%)
3. gAY
41 - 60 au./A 32 7.9%
61 - 80 au./U 25 6.2
81 - 100 au./A 24 5.9
1nndn 100 au/A) Tuly 67 16.6%
405 100.0%
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sondunAvIy 53.1% uasinands 46.9% aua1au drulngjedlutiseny 25-35 U 3edn
U 50.3% veangudiegne el ngudiegidlulugdivanviaainia 20.0 duumeed

Jouag 49.1% YDINGNAIDEIINUA
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4.3 Yayanzuuuadsnazd e duunInsgILYaTAUANANLANADAIT TNV IRILUS
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daseniianswadanduianalalunislduinisfuiregsiasuraisnjunnvasgusenauy

FINTULVANTUVWUAIUAT UazUSUNE waziauwlsnu
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NTUNNVBIFUTENOUTIAAUUANTUNNUMIUAT UazUTUMMA VBINGUAI0E1e Al

AN 4.2

UANNANRAAEA I TENUULINTTINAIINYDIA M UTDA T

Std. ,
Variable Mean n1sudann
Deviation
Uadeanunansdoua
1L.udnsfnaduvegsnanileglutagdu 1.
. . 3.66 0.947 Wiueean
ANUTONBUANBIANIUABINTT A
2 WAnSuAURgINAdA AN TATY 3.57 0.989 WEENN
3. HANN T AUYRTINVDITUIAN TN TZIY L.
. 7 4 3.77 1.028 Wiusean
Jungauiulunisvigsna
4. nansnundudessivausaldanulade I b
. 3.35 1.121 WUAIEUIUNANS
AIUATDIR
5 393uFUe AT U UTRASIMIN Ve 3.22 1.069 | wiusediunang
6. dndrumranyseiuiuisduduiessnall ..
3.22 1.008 Wi UIuNans
AN AY
7 szggnanlunsnetiseAulaLzEy 3.38 1.038 | wiuseiiunany
Uadedusian
1.9n319enla/Asssuttonsinnumngay L
. o4 3.25 0.999 Wi UuNans
NUUTELANEULTD
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Std. ,
Variable Mean n1sudann
Deviation
U298A1U51A"
2 insandnsnenile/sssuitludlviedn L.
3.13 1.037 WuMeUIUNaNg
WL EY
3.5¥audnnenle/Asssuileuianiy \\,
{ - 3.13 1.004 WUAIEUIUNAT
MANNAY (MUINUIUINIU)
4. Muunensneneluseaungsduny
A oA v < v
SUIATHNRYEIULA 3.04 1.077 WAUAEUIUNAN
(U NSl Refinance)
U9 99 MUY DINMSI N WARINE
1 f91uuavviganalunsiausnng 3.88 0.951 LAUA8TN
2 FaffsasAINAaNIsHUNILNIgUS NS 3.81 0.874 UGN
3 Avemslunmslvuimsivainviane wwu AN
) 3.86 0.911 WAUAIEUN
N1591§3N35UNN Internet
4. fanunvensariganadniugnai ..
- y 3.24 1.114 WiungUIUNaNs
WAUNUNLTUS AT
5 imsfndadewuzdinisidusnised ~
. 3.14 1.111 WINAIEUIUNATS
YALaU
6.801UNAUINTAAMULMLNZEY L.
3.46 1.107 LAUAIYUIAN
ALAINAUNY
U eAUMSE AR WNIMnan
1.51n1599nNanIsuawaEsuN15YeRUNEula
WU NSIAAUID 3 IWnYesanysenu 3.18 1.102 WilAeUIUNAT
3o llAnAssTULENNISINNSAULT
2 inseudinRuaudenaseunquady ..
3.41 0.998 WAUAIEUNN

A99N15MUDUAR
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Std. ,
Variable Mean n1sidann
Deviation
UuAUNISERETUNIINISAANN
= o = a dl dl 1
3.8n139m Package WRUAW@aNiawla L.
Y /4/7% % oy 3.21 1.075 WAuMeUIUNa
LU RUANTeLNe snaun1siintdu
= | = ¥ 1
4.3n17990N8 l1n19d@n99uIATINIg
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6. WHNITUUFNLGNIN 3.96 0.900 LALEENN
Ua9uAUNISUEUDANYULNIINIBAIN
1.1199au38 N ANE TR AN NA AR L.
. | 3.72 0.793 WALAIEUN
AN AT LAIAINNNALUNNY
a & o o Qi o o @ v
2.8gunsnidinanunyiuasit 3.57 0.828 WALAIEUN
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U299A1UNITUNFUDANWAUTNINIEAT
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a &I o YOV a v 1 1
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y 2 . 3.55 0.842 WAUMIZAIN
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winnzan N9 a1 lun19Mn19nu
5.8 18130 ARsava lE1EN7 1Al 3.41 0.990 WAUAIIIN
= = 09/1 al A 1 1
6.9v 8y visaduneUNANE ANE WAL S
3.27 0.929 WAUAIgUIUNANS
HNIZAN
7.a001%909%a 15 (Reliability) aadiasiu L.
3.62 0.908 LAUAIBLN

4 v Aa
AINYNASYlUNTEUIUNIg WALENS
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Descriptives

Std.
91¢ N Mean F Sig.
Deviation
fnn 25T - 359 229 3.55 905
36 - 45 Y 99 3.72 607
1.789 169
46 - 11NN 55 U 77 3.51 912
Total 405 3.58 845

21NA1597 4.5 negeudadediuengiiinadeniuiisnalanie One-Way

ANOVA A1@d# F-Test §iAn sig. si1fu 0.169 AAmnninseduteddad o = 0.05 lu
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Descriptives

Std. Std.
ganUY N Mean F Sig.
Deviation Error

#n1 20 au/A 199 355 782 055
20 - 40 au./4 58 3.57 500 066
41 - 60 au./U 32 4.00 508 .090
9.911 | .000
61 — 100 au./ A 49 4.00 408 .058
AN 100 awA ull | 67 3.16 1.298 159

Total 405 3.58 .845 .042
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Multiple Comparisons

Mean
Std.
(1) sanvy Difference Sig.
Error
(-))
20 - 40 av./U -016 | .121| .893
N 41 - 60 au./A -447* | 154 | .004
A1N91 20 au.Al
61 - 100 au.A -447% | 129 | .001
11NN31 100 au.Al .389* | .114 | .001
#1091 20 U/ 016 | .121| .893
41 - 60 au A -431* | 178 | .016
20 - 40 au Al
61 - 100 au.Al -431* | 157 | .006
11nN31 100 au./A .405% | 145 | .006
#1091 20 au./A) 447*| 154 | 004
20 - 40 au./A 431*| 178 | .016
41 - 60 au A
61 — 100 au./A -000 | .184 | 1.000
11nN31 100 au.Al .836* | .174 | .000
#1091 20 au/A aa7* | 129 | .001
20 - 40 au./A 431* | 157 | .006
61 - 100 au./AJ
41 - 60 au./A 000 | .184 | 1.000
11nNN31 100 au.Al .836* | .152 | .000
#1091 20 v/ 389" | .114| .001
| 20 - 40 av./Y -405 | .145| .006
1711731 100 au./A
41 - 60 au./U -836% | 174 | .000
61 — 100 au./AJ -836* | 152 | .000

*. The mean difference is significant at the 0.05 level.
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YR A a o o 6 1w

7 Y3y waglavinisiesievandusius (Correlation) FNBNATAUNANMUAUNUTIEUINAILUT
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a 1 Y v @

Davzr199 NAU 38 Fuus NszAutivdnAg 0.05 wundsnlsdaszratufandaudunus

Y 1 a 1

fusgrsiitedfgy lnenanudunusasnanniidnsnarenisunlvinsgvaunisanneuidadu
(Regression Analysis) feiu f3383eladdiauusdaseianualumaiumilouiuvesiauls
Teanundunguuesladelnineu welilsdeyananisimszindanumnzauuaziing

QNABININEUY

4.5.1 ANSIATITIAMUNNNLEUAIUTDETE I 125 luN15AIAIIZNUIRY

£

39819n1531A518% KMO (Kaiser-Meyer-Olkin) wag Bartlett's Test of

ey

| A =

Sphericity Tun1snaasuAuANNzauveIfLlsDaseIlAumNIzauiagldisnsanna
Jadendelil KMO (Kaiser-Meyer-Olkin) lun1smageuindudsangg 1danumunzaulu
Msnzinselal wind1 KMO g (frflvensufie 0.5-1) uansindeyaiinimmanzaulunis
thluiwsgtladennn usilumanduiu KMO fndn 0.5 uansideyalsivanzanudiozthluly
lumsiesizidade wardmSunismagaeu Bartlett's Test of Sphericity 1un1snagauinm
wdsineg Sruduiussenineiunioll Tnemsisoadailldivun a = 0.05 wazldvhnis

AIANURAFIUY AD
Ho: AanUsliimnudunusseninedu uay

Hy: AakUsHANNEURUSTEUINanu
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uanIA1 KMO uae Bartlett's Test Y096126U59a5

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .895
Approx. Chi-Square 14977.918
Bartlett's Test of Sphericity df 703
Sig. 0.000

1NM15199 4.8 WU A1 KMO Wiy 0.895 uansindeyansiusiulad

ANunzaunazinlulns 1zl adelusesune waznaann1sneaau Bartlett's Test of

Sphericity Wu31A1 Chi-Square = 14977.918 wagilAn sig. i1y 0.000 &9tipYnIAITEAY
WdAgyn19adan 0.05 Tun1sneaey Aty F9UEs H, wanedn dawdsdasera 38 dauds 3
ANFNNUSIENINeTY aguladn dauwusd1eg denandlinuwmanzaniagldmainnig

IA5129tady wazarunsalueszudadenalule

4.5.2 nMsnmiuangudade (Factor Analysis)
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va o
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U

(%

(Extraction) WU Principal Component Analysis (PCA) wagsiisliminvesesdusenauly
Hadeitatnoonuls fenudamuunntu Jd438memuuunutadouuu Varimax udaldinost
Tunsindusiuiy Jadefimunzauanmsiiansanea Eigenvalue 7iunnnda 1 wazen Factor
Loading veduUslutlidedesiioanit 0.5 Fasuusurasidoslifidn Factor Loading 7

galnalAgaiuludadenunnndt 1 Yady

dlavinnisadadadeuuu Principal Component Analysis (PCA) wud1 #in

v v
Y <

Initial Eigenvalues fifuusdasyanes Nedu 38 fauds anansadadungudadelvalevianun
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Coefficients®

Unstandardized Standardized
Coefficients Coefficients
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M990 2.1
Tutladenanalavinn1sinsisiladeuasAImIIuLYsUsIuYe MU ATETIa111750
a5uele
Total Variance Explained
Inftial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared
Compo Loadings Loadings
nent % of Cumulative % of Cumulative % of Cumulative
Total Total Total
Variance % Variance % Variance %

1 17.763 46.744 46.744 17.763 46.744 46.744 | 6.286 16.541 16.541

2 2.691 7.082 53.826 2.691 7.082 53.826 | 4.792 12.611 29.152

3 2.084 5.485 59.311 2.084 5.485 59.311 | 4.566 12.016 41.168

a4 1.689 4.445 63.755 1.689 4.445 63.755 | 4.190 11.027 52.195

5 1.629 4.288 68.043 1.629 4.288 68.043 | 4.173 10.981 63.176

6 1.320 3.474 71.517 1.320 3.474 71.517 | 3.170 8.341 71.517

7 942 2.480 73.997

8 .867 2.283 76.280

9 .800 2.106 78.386

10 718 1.888 80.275

11 .638 1.680 81.954

12 607 1.597 83.552

13 516 1.357 84.909

14 469 1.234 86.143

15 465 1.224 87.367

16 .457 1.203 88.570

17 410 1.079 89.649

18 374 .985 90.634

19 .342 .900 91.535

20 .302 796 92.331

21 .287 .754 93.085

22 279 733 93.818

23 .266 701 94.519

24 257 677 95.196

25 .242 636 95.833
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MITNN 2.1
Tutldseanalavinn1sasiedtadeuasmIAIMUTUT IV 5B T TIa131750
o5u1e/ld (s1e)
Total Variance Explained
il Eigervalods Extraction Sums of Squared Rotation Sums of Squared
Compo Loadings Loadings
nent % of Cumulative % of Cumulative % of Cumulative
Total Total Total
Variance % Variance % Variance %

26 222 .583 96.416

27 191 .502 96.918

28 178 .468 97.386

29 162 426 97.813

30 .139 367 98.180

31 .135 .356 98.535

32 116 .306 98.842

33 .103 272 99.114

34 .089 .234 99.347

35 .082 .215 99.562

36 .076 .200 99.762

)7/ .049 .130 99.891

38 .041 .109 100.000

Extraction Method: Principal Component Analysis.
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AN9N V.2

.

ngutladelaainmsinTizitadeuas nyukniual (Rotated Component Matrix)

Rotated Component Matrix®

. = Component
AUIDETY
1 2 3 q 5 6
winenuiianuduiing flasnaisusnng .807
winuimulssiosesulunisiduing 795
WINUUAINITEN N 765
winnudanuduiussuaiugni aansasnwgugnanenlild T17
wilonuflaudednd uilinds Wedeld 699
winnudanug anutiuy aansabirmuineuasuilodymla .654
finsdafiuenansiiisedeu aunsovduldlaie 563 | .411
flgunsaldinnuiiviuae 490 | .482
fienumndlumsfinsaneyiRaude 812
ftupoulumsinsaneytiudefimngaulifimshdoulunsiiny .786 | .380
fauazmnsindalunislasuuinig 377 | .681
sudou vietunouinnudavguethamnzay .660 469
anunsafnrevelduinisiade .602 392
fimnlindale (Reliability) Aendesiuanugneadlunszuiunis
341 | .561 .358 | .338

Twusnns
ﬁmmgmﬁanLL;Jué’ﬂuﬂ'ﬁﬁm’;mé’mmaﬂLﬁuamﬁssmLﬁam .387 | .473 374
fin15%0 Package 2iuAUdeivawla .750
fimsouiiaiududefinseunquanusesnislusuan 364 | .748
finsdananssuduasunisueiiviaule wu nnslidude 3 wheea
wanUsziu 78
fimssuilelumadrinilassmaaiuayumsudesiuderiuniaigesn
LAy o
finsansnsmenide/msssudloalvosramnyay .343 621
finsimuasasinendelusyiuiiweduiusuansmdvdsuls 370 562 | .522
Sasmenibe/msssuiion Tamnumnzauiulsuinnaude 392 .530 | .379 | .330
syfusasnene/msssudouiinnumannvansusiuiuiiu) .385 .521 | .331 | .354
dndumdnUsziuivafududessiafieuimnyay 769
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AN9N V.2

.

ngutladenlaainmsiinsizilaseuasnyuunuual (Rotated Component Matrix) (6)

Rotated Component Matrix®

> - Component
MU ETY
1 2 3 q 5 6

a a A ayve wa o
WRvEuTeNlATUeYRnT WLV 742
segznalunsIetsensenitanuminsay 423 725
nanSnsidudessnaswiasanunsoldnulaie Sanundest 570 | .359 | .338
nanSueidudessnesuasiiinnsgu Wufseusulunsigsia 434 .535 .349
ad A ' ~ o o Y a a Y a

fifunvensnegrufieanedmiugnAndunialduinig 819
fin1shedateuugiinisldusnisedrataau 792

Ho Y oa a

AANUAIAUSANTHANUWIN ANFEAINEUNY 627

AR fueidudesshalinnuainvaiy 409 | 586 | .370
nanfueidudessiasuasisieglutagiuaunsaneuausniusionis

o] .394 545
6

ffuuanviisanslunisiusans 449 | 665
YanfdenAanITAuNIanlusNg .656
AsIRUsTEINIANslulmuarenn @1eu waviluasaEInguinyal .406 .610
Tdpamslunisliuinisiviarnunany Wiy Internet Banking .345 375 .568
fn1sdasiunmsiiusnsauussianvesdulde vnlrldusansinagain 431 AT3

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 8 iterations.
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