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Abstract

This research aims to (1) study the personal factors influencing the decision to use
personal loan services among credit card users in Samut Sakhon Province, and (2) examine
the influence of service marketing mix (7Ps) on the decision to use personal loan services
among credit card users in the same area. The marketing mix factors include product, price,
place, promotion, people, physical evidence, and process. The personal factors considered
in this study are gender, age, highest level of education, occupation, and average monthly
income. The sample group consisted of 400 individuals who use personal loan services in
Samut Sakhon Province. The sample size was determined using Cochran’s formula and
selected through purposive sampling. Data were collected via online questionnaires
distributed through QR Codes to users of credit card loan services at commercial banks
reculated by the Bank of Thailand in Mueang District, Samut Sakhon Province. The statistical
methods used for data analysis include percentage, mean, standard deviation, t-test, F-test
(One-way ANOVA), and multiple regression analysis. The findings from this study are
expected to provide useful insights for financial institutions to better understand consumer
behavior and enhance the effectiveness of their marketing strategies for personal loan services.

The findings indicated that the majority of participants were female (275 individuals),
aged 21-30 years (261 individuals), held a bachelor's degree (256 individuals), were
employed in private companies (191 individuals), and earned an average monthly income
of 10,001-30,000 baht (244 individuals). Hypothesis testing showed that among the service
marketing mix (7Ps) factors, the service process had the strongest positive influence on the
decision to use personal loan services (B = 0.283), followed by service personnel with a
minor positive impact (B = 0.066). Additionally, distribution channels were found to have
no significant effect on the decision to use personal loan services (B = - 0.005). These
research findings indicate that banks should prioritize improving their service processes in

order to increase the utilization of loan services.
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