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ABSTRACT

Abstract of special problem submitted to the Graduate School Project of Maejo University
in partial fulfillment of the requirements for the degree of Master of Arts in Development

Administration

THE SATISFACTION OF THE CUSTOMERS TOWARD THE
STIMULATION OF THE REAL ESTATE MARKET:
A CASE OF GOVERNMENT HOUSING BANK,
CHIANGMAI BRANCH
By
SUPOJ LERTRATTANAWANIT
OCTOBER 2003

Chairman: Assistant Professor Dr. Weeraporn Thongma

Department / Faculty: Department of Agricultural Extension, Faculty of Agricultural Business

The objectives of this research were: 1) to describe the personal and socio-
economic characteristics of real estate customers of Government Housing Bank, Chiangmai
branch; 2) to determine their opinion towards decision-making for real estate loan based on the
stimulation of the real estate market; and 3) to have knowledge about customers’ satisfaction on
the practices of the Government Housing Bank.

In this study, primary data was collected through interviews while secondary data
was taken from loan records of Government Housing Bank, Chiangmai branch. Data was
analyzed by using frequencies, percentages, means and standard deviation.

Results showed that most real estate customers of Government Housing Bank
were male; had average age of 39.89 years; finished a bachelor’s degree; held government
positions; had an average monthly income of 16,439.39 baht; and had guarantees in the forms of
lands and buildings with values between 600,001.00 baht and 800,000.00 baht. Most of the

respondents preferred to pay back their loans for a period of 20 years.
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The customers’ level of opinion towards real estate loans based on market
stimulation showed that most of them preferred to borrow an amount equivalent to 100 percent of
the total market value of their guarantees. About 36% of the customers agreed with this market
stimulation at an average point of 3.17 and standard deviation of 0.75. In contrast, some
customers disagreed with this market stimulation at an average point of 2.51 and a standard
deviation of 0.58.

Results also indicated that customers were satisfied with the practices of the
Government Housing Bank which allowed government officers to apply for real estate loans at a
maximum amount of 100% of the total value of their real estate guarantee, as most of the bank
customers were government officers (38%). The study also found that the bank continued to use
this market stimulation with the support from each sector. On pay-back method, majority of the
respondents preferred the amount to be deducted from their monthly salary accounts in
commercial banks since there were many bank branches that also provided modern bank services
(3.05 average point). Many customers also indicated the unnecessary stimulation used by the
bank to support cases of unintended non-payments. Most of them were satisfied with the bank
practice of allowing customers to select debt compounding method. Only a few respondents were
satisfied (average point of 2.42) with the practice of allowing bank customers to pay the amount
with the normal rate for back-payments. Moreover, most customers were less satisfied with the
bank practice of customers buying drafts or cashier’s checks from commercial banks and sending
them to the bank as loan payments. But most customers were highly satisfied with the bank
practice in terms of receiving and approving new loan applications with amounts as requested by
customers together with a pay back method of low interest within an extended period. On the
other hand, many customers were highly dissatisfied with the way the bank administered the non-
payments. This was due to the bank having a strict debt acceleration scheme that could enable the
bank to seek a court notice to confiscate the customers’ assets that could later be sold in the real
estate market even though most customers had avoided to give information about this matter
directly.

The study, however, showed that most customers saw the important of the
stimulation of the real estate market from the implementation of the Government Housing Bank.

This was because the bank was a government organization that enabled people to own their own
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real estate and gave lower-interest services compared to other financial institutions. The
customers themselves received information and coordination from their own agency, which
influenced their preference and decision to apply for a loan from the Government Housing Bank,

Chiangmai branch.
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(RESULTS AND DISCUSSION)
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