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ABSTRACT

The main objectives of this research were to study: (1) the factors relating to
decision-making and attitudes of the customers using the housing loan with three-year fixed
interest rate oroject of the Government Saving Bank in Mueng District, Chiang Mai Province; (2)
the customers’ attitudes toward such banking services; and (3) efficient trends for the bank’s
marketing planning and development.

A multi-stage cluster and systematic random sampling technique was applied to
select 174 customer samples from 7 branches of the Saving Bank in Mueng District, Chiang Mai
Province. A set of questionnaires was used to collect data from the samples; from which the rate
of return of the questionnaires was 100 percent. The collected data were, then, analyzed, using
frequency distribution, percentage, arithmetic means, and standard deviation through the SPSS
for Windows program. The results of the study were as follows:

The customer samples were mostly between 31-40 years old, with Bachelor
degree and government officials or state enterprises. Their work experiences were approximately
10-20 years, with income between 10,000-30,000 baht annually.

There were some factors relating to decision-making and attitudes of the
customers using the housing loan with three-year fixed interest rate project of the Government
Saving Bank in Mueng District, Chiang Mai Province. The factors with a high level of important
relation to the decision-making of the samples were the bank’s financial security, the bank’s fame
and image, interest rate and other expenses, housing loan services, personnel and lecations or
places. The factors with moderate level of importance as judged by the customer samples

consisted of correlation between their debt payment ability and the bank paying conditiens and
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also the amount of Bank’s approved loan. Most samples stated that they had information about
the bank loan service from their friends or other people who had already known about such
service. The samnples stated that before making their decisions for using the bank loan service they
compared the details of the bank’s loan service data and benefits they should acquired with those
of different banks. The researcher also found that the samples made their choices on the
Government Saving Banl's loan service based on its long term security and benefits worthwhile
for them, as would he provided by the bank.

The customers’ attitudes toward the service for housing loan with three-year fixed
interest rate projec: of the Government Saving Bank in Mueng District, Chiang Mai Province
were found by this research on the following aspects. The customers’ attitudes were found with a
fair level toward the bank’s loan approval, services, personnel, and the customers’ benefit. They
stated that there was sufficient loan amount, appropriate debt paying back, good service provision
for customers, reliable bank personnel with trustworthy and good manner while in service, and
that the customers could have low interest rate from the bank’s loan.

This research found that the efficient trends for the bank’s marketing planning and
development should be as that:

{1) the bank’s technological development trend should have a development of
customer data base system and an on-line loan service;

(2) the bank’s personnel development should have some training projects to
increase its personnel’s knowledge and skills in loan service provision, and
customer relations;

(3) the bank’s progressive marketing plan should approach various target
groups with the housing loan with three-year fixed interest rate project,
such as the government organizations, currently using the bank’s loan
service, and private organizations through various publication channels
continuously; and

(4) the bank should extend its loan marketing channe] through an increase its

branches in some super market or super stores.



