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Abstract

The objectives of this research were to study: 1) the personal factors of
members of Bang Nok Khwaek Credit Union Limited who used the credit union’s
credit services; 2) the characteristics of their use of the credit services; 3) the level of
importance of marketing mix factors influencing members’ decisions to use the credit
services; 4) the relationships between personal factors, marketing mix factors, and
members’ use of the credit services; and 5) suggestions for improving the credit
union’s credit services.

The study population was the 4,348 members of Bang Nok Khwaek
Credit Union Cooperative Limited in Samut Songkhram Province. A survey was
made of a sample size of 367 members. Data were collected using a questionnaire and
statistically analyzed using frequency, percentage, mean, standard deviation, and chi
square to analyze relationships.

The results showed that 1) The majority of credit union members who
used credit services were female, aged 51 and over, married, educated to primary
school level, private sector employees, with mean income of less than 10,000 baht a
month and mean expenses of not over 10,000 baht a month. 2) The majority used the
credit service of ordinary loans. They received a loan of the amount that they
requested, which was less than 50,000 baht. Their main reason for taking out a loan
was to invest in a private business. 3) All the marketing mix factors had an important
influence on the members’ decision to use the credit union’s credit services. Listed by
order of importance, the influential factors were place, physical presentation, process
of service, personnel, product, price, and promotion. 4) The personal factors of age,
educational level and expenses per month were related to the members’ use of the
ordinary loan service and the special loan service. Age was the factor that was the
most strongly related, at 23.30%. For marketing mix factors, a statistically significant
relationship was found between the factors of price, physical presentation, and
process of service with the members’ use of the ordinary loan service and the special
loan service. The factor of physical presentation had the strongest relationship at
31.30%. 5) The members’ main suggestion for improving the credit union’s loan services
was to have more service personnel to make service quicker.

Keywords: Marketing mix, Credit service, Loan service, Bang Nok Khwaek Credit Union
Cooperative, Limited, Samut Songkhram Province
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