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ABSTRACT

This study aims to 1) study client behavior when using the housing loans service
provided by Bangkok Bank Public Company Limited in Chiang Mai, 2) study those factors
affecting client decisions on the housing loans services provided, and 3) study customer

satisfaction with regard to the loans services provided.

The information used in this study was primary data collected from questionnaires
distributed to 200 sample clients currently using the housing loan services of Bangkok Bang
Public Company Limited in Chiang Mai. The method of selection used was a Stratified Random
Sampling method, and data analysis was processed using descriptive statistics, a Chi-square Test,

and the Likert-scale measurement.



A study of the sample clients' behavior shows that most sample clients' approved loan
amounts are no more than 1,500,000 baht, with a fixed interest rate. Installment durations are
equal to or less than 15 years, with monthly installments of more than 20,000 baht a month. The
payments are made using automatic bank payments from the savings accounts of clients

registered with the bank, and the type of house they mostly choose to buy is a single-unit.

A study of the factors affecting the decisions of the sample clients when choosing a
housing loans service, used a Chi-square test of alpha = 0.05, with the aim of looking for a
correlation between individual factors and the approved loan amounts. The study shows that the
approved loan amounts correlate with the gender, age, marital status, level of education, career

and average monthly income of the clients.

As for the study of those marketing mix factors that affect the sample clients’ decision
making when choosing a housing loan, and the sample clients’ satisfaction levels when using the
bank’s loan services, the outcome after analysis is the same. The sample clients agree that the
marketing mix creates and influences client satisfaction, with the highest impact factor being the
presence of bank staff who are knowledgeable and skilled at serving clients, followed by bank
loan products that offer a loan amount of up to 80 to 90 percent of the value offered by the house

appraisal, and the final factor being the rate of interest as announced by the bank.



