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ABSTRACT

This study aimed to examine the effects of service marketing mix factors (7Ps) and
personal factors on customer satisfaction toward loan services of the Small and Medium
Enterprise Development Bank of Thailand in Songkhla Province. The research employed a
quantitative survey design. Data were collected from 385 SME entrepreneurs using a five-point
Likert scale questionnaire. The instrument demonstrated high validity (IOC = 0.98) and reliability
(Cronbach’s alpha = 0.988). Data were analyzed using descriptive statistics, including frequency,
percentage, mean, and standard deviation, as well as inferential statistics such as t-test and One-
Way ANOVA.

The findings revealed that overall customer satisfaction with loan services was at the
highest level. All dimensions of the marketing mix-product, price, place, promotion, people,
process, and physical evidence-were rated at a high level of satisfaction. Additionally, certain
personal factors significantly influenced satisfaction levels at the 0.05 significance level. The
results provide practical implications for improving service quality and developing marketing
strategies in alignment with the Bank’s mission of financial support alongside business

development to enhance sustainable growth for SMEs.

Keywords: Customer Satisfaction, Loan Services, 7Ps Marketing Mix, Small and Medium

Enterprise Development Bank of Thailand, SMEs
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