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ABSTRACT

The objective of the independent study was to explore service marketing mix
factors affecting customers decisions making and problems concerning the housing loan service
of the Government Savings Bank’s customers in Muang bisuicn Chiangmai Province. The data
of this study was drawn from questionnaires of 67 customers using the housing loan services of
all 7 Branches of the Government Savings Banks in Muang District, Chiangmai Province from
January to June 2000. The data was then analyzed statistically in terms of frequency, percentage,
and mean average.

The results of the study were that most of the respondents were female aged
between 31-40 years, holding Bachelor Degrees and working as governinent officials or state
enterprise authorities. Their average income per month ranged from 10,001-30,000 baht. The
majority of the respondents aimed to receive loans, using their land and- houses as collateral, to
purchase land for housing construction. They were to get loans in accordance to the borrowed
amount with an 11-20 year term of payment and loans approval lasting 8-30 days.

Regarding the study of factors of service marketing mix affecting the decisions
on using the housing loan service of the Government Savings Bank’s customers, it found that the
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respondents regarded several factors including price, people, product, process, place, physical



evidence and presentation as a high importance level, in order of priorities. The promotion factor,
however, had only a moderate importance level.

In regard to the findings of problems with using the housing loan service, they
indicated that the respondents had problems with service marking mix as follows:

Product factor, there were problems with collateral evaluation, which was lower
than realistic standards, and there were many documents required for taking the loans. Price
factor, there were problems with the delayed changes of the interest rates which were unsuitable
for the current marketing situation and on a high fee rate for Joan management. Place factor, there
were problems with insufficient and confined parking lots and with the limited number of Bank
branches in the downtown area which were consequently inconvenient to contact. Promotion
factor, there were problems with inadequate public relations resulting in the lack of information
about housing loans of the banks, as well as, problems with rare advertising on different media
including television, radio, newspapers, and on the internet People factor, the representatives
scarcely visited their customers after granting loans. The representatives still lacked skills and
adequate abilities. Besides this, they were unable to handle the customers’ problems promptly.
Physical evidence and presentation factor, there were problems with insufficient utilities such as
benches and photocopy machines provided for customers and problems with the unreliable
security systems of the banks, as well as, outdated office appliances which worked improperly
such as computers. Process factor, the term of loan approval required a long period of time and

the processes of loan approval were complicated, respectively.



