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ABSTRACT

Abstract of special problem submitted to the Graduate School Project of Maejo University in
partial fulfillment of the requirements for the degree of Master of Business Administration in

Business Administration

FACTORS AFFECTING CONSUMERS’ DECISION — MAKING FOR THE
THAI BANK SERVICE: A STUDY OF THE CHIANGMAI TENTH
REGIONAL OFFICE’S BRANCHES
By
CHITRALADA ARDHARN
MAY 2002

Chairman: Assistant Professor Choosak Jantanopsiri
Department/Faculty: Department of Agricultural Business Administration and Marketing,

Faculty of Agricultural Business

The objectives of the research were to study factors affecting consumers
decision - making for the Thai Bank service and to study the problems of using the service
there. The tool to collect the data was the questionnair answered by 377 accidental random
sampling who came to use the service in the Thai Bank of Chiangmai Tenth Regional
Office Branch.

The data shows that most of the users have an education of Bachelor Degree
level. They are mostly officers who get income not over 10,000 baht / a month.

For the behaviors of the users at the Thai Bank Office Branch, it was found that
the factors of marketing mixes, people, service process competitor, and policy image were
rated at a moderate level while the factors concerning about individual characteristics and

dressing highly affected decision-making.
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The research found that the credit service of the Thai Bank did not provide
credit service for retail customers. The problems included a slow service process, the difficulty
of credit service, the decrete interest rate, an inadequate number of service employers, the kind of
Thai Bank credit service and capacity of employers. In the deposit service, the research
showed that the problems are the interest rate, the amount of the Thai Bank branches, the
lower level in deposit account of 200 baht, the kind of the bank’s deposit service, the
situation of the branches and the commission from payroll services. In other service, the
problems included the carpark, promotion, ATM service, the equipment and technology, the
responsiveness of the office of the Thai Bank and the employers who give the service to the
customers.

The results from the study suggested that the Thai Bank should improve

the credit service, the deposit service and other services.
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