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MR.SUCHART DILOKWATTHANAWAT. (2005). Marketing Factor Related to Customers’
Total Satisfaction On Credit Loan of Thai Ocean Life Insurance
Company Limited, Master Project, M.B.A. (Marketing). Bangkok: Graduate

School, Srinakharinwirot University. Advisor - Assoc. Prof. Supada Sirikudta.

The objective of this research is to study marketing factor related to customers’ total
satisfaction on credit loan of Thai Ocean Life [nsurance company limited. The
sample of this research are 400 customers for credit loan of Thai Ocean Life Insurance
Company Limited. The questionnaires were used for data collection. All analysis was
processed by SPSS for Windows Version 11.5. The statistical methods used in data
analysis were percentage, mean, standard deviation, t-test, one-way analysis of variance,
pair difference analyzed by Least Significant Difference and Pearson product moment

correlation coefficient.
The results of these findings can be revealed as follows :

1. The result show that mostly, customers is female, aged 31-40 years old, has
educational background in bachelor degree, work as private business company, has the
small size business and use service the credit loan for business.

2. Totat marketing mixed is at moderated level. For the aspects of people, physical
evidence, promotion, process, charge and product is at moderate level but place is at
unsatisfied level.

3. Total Satisfaction of credit loan customers toward Thai Ocean Life Insurance
company limited is at moderate level.

4. From the analysis of the behavior tendency of credit loan customers toward Thai
Ocean Life Insurance company limited show the most customers have the use service for
18 years from starting until to ending credit loan, have the period for 18 years of credit loan
until to present, use service 5 minutes/time, use service during 13.00-15.00 hour, have a
reason for using the service in order to quickly service and is at same tendency level for
trendency of use service in the future.

5. Credit loan customers of Thai Ocean Life insurance Company limited with
difference gender and occupation had affected on difference total satisfaction toward Thai
Ocean Life Insurance Company limited at statistically significant level of .01 whereas Credit
loan customers of Thai Ocean Lite Insurance Company limited with difference educational

background and credit loan type for use service had not affected on difference total



satisfaction toward Thai Ocean Life Insurance Company limited at statistically significant
level of .05

6. Total marketing mixed and for the aspects of product, process, place, guality,
promotion, people, charge and physical evidence has a positively related to total
satisfaction of Credit loan customers of Thai Ocean Life Insurance Gompany limited at low
level at statistically significant level of .01,

7. Total Satisfaction of credit loan customers of Thai Ocean Life Insurance
Company limited has a positively related to behavior tendency for the aspects of period for
use service and trendency of use service in the future at very low level at statistically

significant level of .05
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'f?u'ﬁ'1'l‘n“’?%nmﬁannajmi"mazmuumm:m (Purposive sampling} (Iums
1nzaslud Vs insaynsiseiudio Sne
TuR 2 Lﬁaﬂmjué‘hagfw?iﬂammuaaumﬂﬂLﬁ‘ﬁﬁ:mn {Convenience
sampling) Twu3iinfina 1S luduaand 1 Lﬁahﬂ”'lﬁﬂéjuﬁmzmﬁﬁwum

1 d1un 400 droen9

3. p1sASIsIAIaHaN 1T InnsAawIARAIT
- A A a e i A e = W « .
winalaflfunyiiy asdlenlilunaiurumadeys iwotseumy wis
asntlu
&IUN 1 LfimmuaaumaJLﬁmﬁuﬁaa&aé’nwmzﬁwuﬂ'szmn‘smam‘? U 6 T e
Wit Lwer 018 TEAUNITANST DBW IWIRYDITINT UsstnnBuidanlsuinis dwiuuaey

mukuula1lle (Close-ended response question)
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ey

we (ussaunsiadayaszinnunaniyal® (Nominals scale) leiur

LWATIE RRZLWRANETN

814 \uszdunsiadayailsnnniiasdwiy (Ordinals scale) lFinmd
ﬂﬁﬁ'mﬁ]g?ﬁuﬂ'ﬁu‘%ﬂﬁﬁu‘%ﬁn wuhﬂwmmﬁﬁmqé’hq& fAash
nimiaifisuiiy 30 U uarmgeds 60 fauly é’aﬁunﬁﬁn‘léﬂﬁw

818 @aud 30-60 T Aunw Inpianaes (2546) laniwuatiany

kg

Atk

1, §ndr wiafieuurin o 1 4. 51-60 1

2. 31-40 9 5. 61 f3uly
3. 41507

szaunsdinm duszdumisiadayauszinmdsediey  (Ordinals

scale)

fncy

03w wsrdunyiadayaussinaminaigg@ (Nominals scale)
wariie iuszaunriadeysUszinni3agdiay (Ordinals scale)
Ursianfudafilduinng  idunzdumsiadayadszinmmanigga

{Nominals scale)

g 2 Wawuuugeumudirnudadanemisaia  eLn NEaduRuazuINg

PUAUMTIRLSIS  Huefas ﬁmﬂmmw miﬁaLa‘%ummmﬂua:mﬂﬁmmj wﬁmmﬂ'

W3 drpvsuiiisuusanldiwin 9 vesdlfuinns uasdnwmemamamwasnitng

laglfuuyroumafiuszdunmsiadoyslszinnauasnmia (Interval scale) lasutianilu 5

sEeufe fan & Ywnan desliudne dandivilgatnannn Tapdinaninmslunsle

ASLURLARZTAURIT

=

srauifedn AZUWY
funn 5
& 4
tunans 3
CERIRTIEE 2
Aaliudyadioun 1

PSULN TN AL UUA LR AL WL AT TEA LY l"ﬁ'gmﬁwmm’ﬁaani'lwaa'ﬁ'uvlﬁ
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Range(R)

Interval(I) =
Class(C)

. , ™ [ [ [P o
AT 1 Lﬂm‘ﬁﬂ'ﬁl‘lﬁﬂ:LL‘WLLﬂ'lLQ&ULLUUﬂW‘S’)@ﬁ’-ﬂ%BW’Nﬂ’]TﬂG'\ﬂ et

Auady szauifads
1.00-1.80 tadunemsaane dasuidsaatuin
1.81-2.60 Uadunenieane davliuus
2.61-3.40 Yagunntseana Unad

3.41-4.20 a9t mTeana a

4.21-5.00 dJeadevameata aun

gl 3 dluususeumafisiiuamuiawelalassin  sasanddwdsilide

13nln paynIiziuiie drie Twuusauaauuy Semantic Differencial SaLllumsiada
yaUszAMAauAIMA  (Interval scale) uaziiudaaumastanssiudnuiu lasudailn 5
. A [ 1 ) [} ~ as L
seaufia walvadiunn wala e 9 liwala liwaleadhsann lesflwdaninoeilumsls

» s a A’
AZLUBLANTTZALAIH

JeauaNARIND 19 ATUW®
walaatihsun 5
wola 4
B 3
luwala 2
Tuweleagann 1

FNTUINUANS IAPsuwRi S anudasTEa Ut I’Eggmsﬁmam'ﬁwniﬁwmfu‘lﬁ

a J
[IRVREY
Interval (1) = ~20ge(R)
Class(C)
5.1

[=——=038
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v . P o v o
190 2 I M asusuanaiouuumTiannuiawela aatl

ANRag srauaIafdnale
1.00-1.80 anardwiia lainaleagaann
1.81-2.60 an Mauda liwaela

2.61-3.40 an EwTe 1ane

3.41-4.20 gnéduda wale

4.21-5.00 an Ewte walentnewan

g 4 weuussumuifipatunganisuues Qﬂﬁ’:ﬁw‘?}aﬁﬁ@iau‘%ﬁn Tne
aynTlsznuiia 4na

Fa 1-3 léun 5:U:nm'ﬁmti‘]ugnﬁ’wétaucsit"iluﬁuwﬁaﬂmﬁmfﬁ szazmaifln
§né”1§m"ir‘amaau‘§1§'ﬂ @ltﬂLL@iL%NGTuﬂuﬁﬂﬂﬁ]Qﬂu waslumsldinmsusazealfiianlssano
witle luwuussvoiuwpudaintla (Open-ended response question) usasdadonudl
sraumsIRdayadszinnaaiain (Ratios scale)

In 4-5 leun ’ﬁmswmmﬁ'l'ﬁu"‘sn’ﬁmnﬁqcﬂ Lm:mﬂma'?i‘l'ﬁu'%mm?ﬁ’ﬂ
mnﬁq@ wWunvyssumauuulaeila (Close-ended response question) wuuldiianaay
wanle (Multiple choices)

wazla 6 li‘]mmuaaum:uL?imﬁ'uLm'ﬂﬁfaflums‘l'ﬁu?mwaa@nﬁwﬁwﬁa i
fdauiin Inseunmliziudia dne  lduuuseuniuwuy Semantic Differencial Failu
mMyiaTaysdszinmsunIna (Intervals scale) waziiludaauaasdansanuinany Tapuaia

LY 1] -

[ LY = o J ] » A‘ L 73
Wu 5 =dufle wuwaliuanniuagraunn wwalvnannds wwibiuyindy wwalivasnss wun

L [} - o w ¥ o o J
Tiuaaasntnsun laoinanmnosd lumslvacinuusarszauas

s LY
szauuwa iy AT
v a x o
win I uwnAnTInaInduadnaunn 5
. a x
uurlunwgAnTuunndu 4
ww ltungfinTsuyiGy 3
wwaliung@nssuaasd 2
ww ItuwnAnTIuaaadatnIun 1

S Tuinms nTinazuuuauass LA TEAUNY 'l'ﬁ'gm'sﬁwmm'ﬁ'zmi'wumfu‘lﬁ
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Interval(I) = Range(R)
Class(C)
1=2"1_038

L 1 lﬂl L L "3 B J
1IN 3 InmenT AT uua e LU umMyIauw lity fa

Aaan rauuwlibn

1.00-1.80 uwr lunn@nssvaaadatingnn
1.81-2.60 uwaliuwnAnTTuaaas

2.61-3.40 ww ldunnEnssurinia
3.41-4.20 uwaluwg@nssuundu
4.21-5.00 waltungdnssuunduagneun

& [ o o
4. AR DWHAVTATIILATIBIND
A A e = v & ot A ad W
Lﬂ?ﬂd3\1Elﬂ'l'ﬁlun"lil,ﬂuTQUTqumﬁﬂﬂluﬂf{luﬂB LU UDUTINDUABUNTITRIG

P s g
wwinsilasnudeuda Ui

1. fnmanuiiufiodunish npsynnlziudia dna Tag@imenanivlod
28IUTENY LRLIINMITAUAIHTWINI WY AILS BNy

o A | \d - ﬂl & o p L% -
2. fIuaTaURTaILULRELMNTAR I BInTaLLwIRa R lernua 1T udadh
o d' b J g = L J s L3 rs
WLUFBUNE 18D Tcﬂm.muaaumamzmwum'»J:maaummaamaaonmmqﬂs:mﬁ fiena
ﬁ'wﬁua:nquﬁdama

o 4 o

i 8 J vvd' | 94 ;
3. @ivvhwnussunafiaiiwlidomg  anaseuanuhiviassdmiia

£

W1 (Content validity) UaDaUNWIDIVDIDAAINIY Lﬁa'lﬁflm'mﬂamﬂﬁaaﬁuiﬂqﬂizmﬁ
HeUANT UAzNAURIBEN ﬂs:mamwmﬁwmaapjﬂmﬂmq@ﬁﬁ'\mmﬁ"l.ﬁ%‘umiﬁﬂ"nmuuu

gavuouus uiaLL&Y’)ﬁﬁmﬂ%'uﬂ;aLLuuaaumﬂlﬁLﬂﬂﬂmuﬂ’ atmaLLu:maapjmaqm?‘@ﬁ
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4. viuvuraumufishasTatouiarhinanaddd (Try out) Aundusnatnidmau
30718 WRIENMFAIR T

5. AnTsimmenuidiiaiu (Refiabilty) vnuuussumafithumsdadanlanls 55
mawnedssimBuasih ( o -Coefiicient) lauligas Cronbach (inen Milndiiym. 2546:449)
Tanddarfildesusaafisssduamunsfivasuuuaavoma lasesfidrsenitg 0<a <1 af
[ENGHA T mnuamn‘nﬁmmﬁaﬁ"uga pﬁﬁ'ﬂmmmwL%aﬁmmuaaumﬂﬁmwﬁu

A &= 1 Jﬂl B v G “-: L A . : =} o s 1 s 3 )
8651 Faduafisonivly driudsiilfuunseungeiivdaysiundudiadndaly
6. duvureumululdiungudiadag

5. 3 UANRNITIIUIINDDYS

diiumafiusnutaysnnngudagim mbrzrnsArmua Ly lapaniuoy
saumulingudae tdnnauwiaunsefinsuaslidunsihlnneay lunstﬁﬁmjuﬁmrmhi
fiaeaoy uabudfiszaaniilung1du wvomnoanInsdwiiiovafumeninensewy

'm"a"w::mﬁ;g@ ULLLFAUDNNEERIN

6. n1sTAnsYINd0ya

delduuugaumufuugs ﬁ%’ﬂmLLuuaaumuﬁmum;J'l@'fm@ﬁ'uﬁumﬁﬁaﬁ

1. 952980UF8Ys (Editing) §TDATI9BUAMAURNYIAIAINIAALLULRALDY
LLLIﬂLLUUKEJUI]’]&Iﬁle'IﬁaJH'iﬂfBBﬂ

2. NMISIIRE (Coding) ﬂ’nLLU‘Uﬁaumuﬁgﬂd’aaﬁﬁufauuﬁ’amaafﬁaﬂmﬁ"lﬁ
fmua T LIa19min

3.maszyanadoys ﬂ’a;&aﬁaﬁﬁﬁué’ﬂﬁﬁnuqﬂuﬁnTmul‘ﬁ’tn‘éaa‘luTﬂiﬂanﬁ*JLﬂa‘f
Lﬁam'sﬂ‘i:mﬂNaﬂagﬂ*‘ﬂo‘lﬂﬂmnmaﬁ%ﬁﬁ'wFsa;sﬂLﬁamﬁﬁﬂﬂflaﬁaﬂumam% (Statistic

Package for Social Sciences Wis SPSS)

- o L
7. Myitaszidaya
L B L") QAJ ld =~ 1 G‘ ] | & H‘ .
1. gpldliatiatugm fnlsnevdin dnnud drfasa: dhweiaelislums
E}?D'LI’WFJLLﬂﬁLﬂi’l:ﬁﬂﬂ%ﬂﬁﬂwmﬁ’mﬂit‘mﬂiﬁﬂﬂ@l‘s: eun e gl TEAUNNTANNY aEw
YESLVEREShE waryssinniwdan lsuinag maagnﬁhﬁmﬁaﬁﬁ@iau‘%ﬁﬂ "l.mlﬂlmiﬂizﬁ’u

e Ne



uasAuads  denudosmmwnesgn  DweasfialunsoSuisdnasu:
Aenzidayatledomamiana ldun  ARadwsiuassinny suumslining Fafios
duqunin mignsiumrasauezniliana winnudbinins ssssuilouussd
TH108u 9 195130 uRzdnwrnImMamMwaaILiEny fiinadaanuiawelalay
TINVDI Qﬂﬁﬁ'ﬁm,"ﬁ"aﬁﬁﬁiau‘%ﬁn ‘lﬂﬂﬂqmﬂi:ﬁ’wﬁ@ e

amufawalalaoyiu mmg}nﬁ'ﬁmﬁaﬁﬁ@ia 13 Inorynnleiudie dnia
LLa:LLuQTﬁuwnﬁﬂsﬁuﬁaagnﬁﬁm’i‘ia uiEn Inasymivsiutia S Tuduszaznanfld
wmsuazuwiliulumsldismsedadely

2. mnaseusuudgy §ideldldiatacladmiviinnsitoyads
2.1 fduldld afidfieneiendl (Independent ttest) TS nudfsudnads
EWIN 2 m\;mﬁamﬁauﬂaauuﬁgmﬁa 1

2.2 gwldld afddhienzdanuwbniiumade) (One-Way analysis of
Variance) IFulsunfisudniadouinni 2 mju%ﬂﬂ L'ﬁaﬂmauauuﬁgm
Foft 1 Tudrmany anmnw szdumsfing adiw ldsnision

2.3 g}?ﬁfﬂv‘.@ﬂ“ﬁ' affauL AT an s RS &u (Pearson  product
Moment Coefficient Correlation) 1FLU3gfisuauauwussad 2 dulls
\Nonamousaufz T 2 wasdn 3

LY

8. ARAN LT INNITIIAIIENT o N

u
e ‘? L5 U
1. whidwugu loun

1.1 f1ipuaz (Percentage) LAaltudasnumunemill (aen niodhiyn.

a o
2546 : 38) lapiigasnait

frfanar = fuINARaLULLLRAUINVALRENADUAURINUY x 100

ﬁwuau;&’mammuaaumuﬁ’mm

1.2 finaly (Mean) iisldinlaanuwminudayasiudnag lasldgas (fam 1

£ o

iy, 2546 : 39) laufigasdaii

a
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n
Wa X WY ARZLURLDAL
> x UV HATINTOIAZLUBTIINUS
n N mmmmmmjuéhazm

1.3 danudsausaiasgw ivelflannunanadeyadiudneg (fre n

fidiitym. 2546 48) lauligas

= z 2
sD n2x (2%

nin-1)
s 8D unu  dnfisauuniaIgmrasasunwraInguaIaE N

SxC WU HATINVAINLUNTINAUGENNRIFE
%) unu waTwvsIatunuLdasdentiidFa

n g mm@maamjuﬁaatm
2. linfldnasausundizIn

2.1 ¢ t-test 'I:Emaammuu@n@ms::wmmmﬁumaomﬁuﬁqau'"m 2 n§a

(Naen Moy, 2546 : 151)

{ =
e s uny  AadafiltRerTmlu tdistribution
X Ny Aaduvasngudiatned 1
X, unu  smaRgrangudiatief 2
S; IR mmmuﬂiﬂﬁwuaaﬂ@:ué”aamaﬁ 1
S5 unu ﬂ'ﬁmmuﬂiﬂi’mmaanaﬁnﬁ’;amaﬁ 2
n, W mummaan@uéf'aama"?‘i 1

7, Ui vwevaInaNiaiief 2
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Tumsiduaseftldin ttest \Hummasauanudiudad 1 Ao JlHuimsill
SnwmedwlsznIaEas leUn Lwe ﬁumnﬁmﬁuﬁwasiamwﬁawalﬂmmwmaq;ﬁ‘ﬁ

UInNg AldauIem ‘lmmgmﬂs:ﬁ'u%ﬁm M@ WANFI1INU

2.2 @1 F-Test I3 hazianaulsdsumaéen (One Way ANOVA) Lifipy

= 1 ﬁ‘ 1 s 1 i ' 1} J— as r-9 s L= ;
[eudnadssesngdudiadnfiunndt 2 ndudwhl (daen niudiys. 2545 : 144) el

M9 4 ULRAINTIATWIT Completely Randomized Design (CRD} ANOVA

WAGILUTUTIURTE  asanBat:  HAULNMSIREY SS NaUINAI&IRad F-Prob.
UMRIAINE LS df aay MS
MStrt k-1 SSR MSTrt
MSE
TEWINSNLITUG

{treatment) : k

molunimgud n-k SSE MSE
ATTURANRLARDY
HRT3U(Total) n-1 S5T

Lfia CM(Correction for mean) = (X ij)2f n= (Z Ti)zf n

SST i 22X CM

SSTr WL 2T /n- CM

S8E Wy SS5T-85Tr

MSE unu  SSE/(n-k)

MSTrt Unu  SSTrif(k-1)

X, wnu  tauavadiulidas: dla it = (1,2,3.....k)
T, TN Nmmmaeﬁm&a“ﬂaaﬁmﬂiﬁmﬂunﬁju

o i=(1,23,....k
n LL¥I% ﬁﬂuduﬂ]’aga'ﬂaaﬁaLLﬂiﬁaizﬁwm

K LN ﬁ‘hmm:ﬁwaoﬁaga
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MSTrt
/OPNasgoU F = “MSE
F W% AREANAFIULAWA INARD LA VUGN IUR

ﬁﬂtﬂaﬂitﬂ’hﬁﬂﬁ;u 2 najwfu“lﬂ
MSTrt wnn - fdszanswasa il Tdiwszwienguaiai
{(Mean Square Between Treatment)
MSE WU mﬂszmm‘ummmLmsﬂ‘numﬂluniﬁuﬁaaﬂwa
{(Mean Square Between Error)
nytwuaNLand et dnadd wrimIaTerauanuuandiaiiu
1waﬂﬁ5:ﬁuﬁﬂﬁﬁr§ 05 wiavsiuanuiiain 95% lagligasaaidnisnas Fisher's

Least-Significant Difference {LSD)

Sia Lo, WIW ArfilFRaTonIunIILeNIRILY tHest AisEey
ALE RN 95% uasTuvinennuindas:
melunga

MSE N4 mmmuﬂiﬂﬂumﬂlumju(Msw)

n ‘N ﬁ"nmwﬁagamamaiu i

n W wIudeysuBINgs |

2.3 shdsanaunuiatiaitvanioiou (Pearson Product Moment Correlation
Coeffcient) fiszaunbdunIadd 005 ldwidanufuwuiussaiudsasafiiiudas:

Ao wWiamanuRiuiszwingays 2 g0 (faon nilshig. 2545 : 311 - 312)
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- = Yy xy —(2. 33y
S =S [yt (2

o as a o s g

a WU JUUTEANDENANWUD
Dx UM HETINATLWUTIETATDINEN I8N
Yy UNL HRTINATLBUTINUBINING

sz UMK HETIUAZUUUTE X LARAIENHRIED

YV UNU RATINATWULTA y UERTAILNNAINes
Yxy  UNU HATINTBIHAAMIINGDI X LAy
n N ﬁmmﬂw?aﬂé‘uﬁ')ama
nl‘ 1 [ -y J o [T B 3 ] s
lasfiensutszintanduius lidzning -1<r<t aunaNeEpaen r (Nam
milshiygn. 2544 : 437) fa
1. 67 ridluay uaeedn x uaz y Ianudunuslufienaasanutny
2. @1 rifluuan weedin x waz y danasunntlufiamadosnu
3. 1 r Jethlnd 1 et x uazy Senufunuslufiamadonu uaziiay
FUARDAUANN
4.t r e ndlng —1 wanpfe x war vy Senuduwutiufianasatieny wasl
AMNFUWUIAURIN
w ' val 4 4. g e
5,07 r = 0 UWRAIII X URT y ifianuduiuiny

6.1 r WNING 0 uFAI x Wsr y Heanuauwusnutlas

goun lfinawidssifiunadait (faen Milsdiygn. 2544 : 437)

ATTEAUANUANNUT FEAUAMUNAUS
0.81-1.00 gamn
0.61-0.80 AOWIIE
0.41-0.60 IUnae
0.21-0.40 doudhas
0.01-0.20 ann

Tunsdduasiilazldein F-Test lunimasensunfigiudon 1 Aaglfuinisis
ANB AR TINIANERs aun el TLAUNTIANNY atdw 'ﬁmwaaqiﬁﬁ] wasUIsANEY
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1 A =3 Qs
#@nn 1 ﬂ']‘i"!lﬂ‘i'lzﬁiﬂﬂﬂd']%@l')ﬂaﬂﬁﬂ DuilyydEduaIN

=) A * o a o . a A =
ﬂ’]i’]LﬂT’]:W‘T&Iﬂ%Qﬂ?%W’J’HQG}d(ﬂBDLLUU EE]‘UT,TWI@] HATTATITIWIU LLREATTAERE N

a g T4
‘5'1Uﬂ:lﬂﬂﬂ@]ﬁuﬁﬂdlu@l’ﬁ’]ﬂﬂa U

18719 5 LLﬁﬂOﬁ’}u’JuLLﬂ:{DUﬂ:ﬁﬂyjﬂfﬁl’luﬁ')"ﬂBGI’&@ auLLFaUDNa

TONAAIRAIVDIRADLUVUFSUAIN I (AN) Jauas
LN
18 141 35.3
WY 259 64.7
378 400 100.0
ﬂ"iij
d1nin Wiafinuiyi 30 I 88 22.0
31-40 1 164 41.0
41-50 1 56 14.0
51-60 T 42 10.5
61 3ulal 50 12.5
ety 400 100.0
RAUNIANNGIEN
fn i Bygned 116 29.0
Ryanes 242 60.5
wnifRygned 42 10.5
33 400 100.0
TN
WUNIULIEMLENTY 284 71.0
FITITNT { WENUIFIANND 82 20.4
DINIRIUA VIV BITIINT 27 6.8
A9 1Tu LnsaInT fan 7 1.8

ERLY 400 100.0
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a1119 5 (A1)

ADNAA NG VDA DUUUVTO DA F1UTH (AW) Tagas
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