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ABSTRACT

The objective of this study is to investigate customers’ satisfaction in using housing loan
service of Kasikorn bank in Muang district, Chaing Mai province. 500 customers who use the
bank’s housing loan service are used as sample population for this study. The data are analyzed
by using descriptive statistics and the Logit Model with the analytical techniques of Maximum
Likelihood Estimates: MLE and the Marginal Effects.

The study results reveal that 78.80 percent of the customers are male; 74 percent of them
are aged between 30-40 years old; 83.40 percent hold at least a Bachelor’s degree; 68.80 percent
are employees in private companies. Among the customers, 49.80 of them earn more than 30,001
a month. Most of them (78.40 percent) are married. 76 percent of the customers have never used
housing loan service provided by other financial institutes. 48.60 percent of them get 1,000,001 —

2,000,000 baht of loan credit from the bank.



Results of the study on factors influencing satisfaction in the Bank’s housing loan service
show statistical significance in the following factors. First, the not- complicated documentation
helps increasing customers’ satisfaction to about 68 percent, and this is the most significant one.
Second, the fast processing, having good service staffs, offering high loan credit, and having
sufficient security officers increase the satisfaction to 41-58 percent. Third, the commuting
convenience, having good public relations, levying appropriate fees, using housing loan credit in
other financial institutes, and informing new information regularly make the satisfaction increase
to 33 — 39 percent. Lastly, other careers other than government officers or private companies’
employees, and the young age influence the customer’s satisfaction the least. The last two factors

increase the satisfaction to lower than 28 percent.



