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There are 3 objectives of this study 1) to investigate behaviors of the customers of
housing loan services of Siam Commercial Bank (Public) Company Limited, Lampang, 2) to
study factors affecting customers’ choice of housing loan services of Siam Commercial Bank
(Public) Company Limited, Lampang, and 3) to observe the satisfactions of the customers of
housing loan services of Siam Commercial Bank (Public) Company Limited, Lampang.

The data used in this study were primary data collected from 150 customers by using
interview questionnaires. Accidental sampling was used to select the samples, customers who
came for housing loan services of Siam Commercial Bank (Public) Company Limited, Lampang
during January 1, 2008 ~ December 31, 2009. Descriptive statistic and Chi-square Test were use

to analyze the data.
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According to personal data of the customers of housing loan services of Siam
Commercial Bank (Public) Company Limited, most customers were female aged 30 -40 years
" old. They were single with undergraduate degree. Their occupations were business owner with an
average income of 20,001 — 40,000 Baht.

The results from the study of behavior of the customers of housing loan services of Siam
Commercial Bank (Public) Company Limited, Lampang showed that most customers had a credit
approved of less than 1,500,000 baht. They selected the fixed interest rate according to the bank’s
notice. And their installment period was 21 — 25 years with a monthly installment payment of
more than 20,000 baht. The customers liked to pay by automatic money deduction from their
existing bank account. They decided to use the service because they were introduced and
persuaded by the bank staff. And they selected to buy a single house.

The study of factors affecting customers’ choice of housing loan services of Siam
Commercial Bank (Public) Company Limited, Lampang by using Chi-square test showed the
significance level at 0.05. According to the relationship between the personal data and a credit
limit approved, it was found that the credit limit approved was related to sex, age, status,
education, occupation, and monthly income of the customers.

The study of importance level of the credit approved in relation to the marketing mix that
affected customers’ choice of housing loan services showed that the customers paid attention to
the personnel factors, bank staff with good services and good human relation, the most. For the
second most, they paid attention to payment channels, several ways of payment e.g. via ATM,
automatic money deduction from bank account, online payment, or payment at bank’s counter
nationwide. They paid attention to the products the least.

The results from the study of customer satisfaction on the marketing mix that affected
customers’ choice of housing loan services of Siam Commercial Bank (Public) Company
Limited, Lampang suggested that the customers satistied with the bank personnel in terms of
good service and human relations the most. They averagely satisfied with distribution channels.

And they satisfied with the products the least.





