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ABSTRACT

Title : The Satisfaction of the Customers in Housing Loan Service : A Case
Study of Siam Commercial Bank Public Company Limited.
(Head Office)

Student : Miss Walailuk Lohamanop

Level of Study : Master Degree of Business Administration

Major : Business Administration

Advisor : Doctor Urasa Buatama

The objectives of this study are making understanding and evaluation of the
clients’ satisfactory with the housing loan service of Siam Commercial Bank Public
Company Limited (Head Office) in order to improve and develop this service and for the
marketing plan which would response to the clients' needs. By using the questionnaire
with 190 clients who used this service from Consumer Finance Department 1 of Siam
Commercial Bank Public Company Limited. (Head Office).

The result is mostly of clients Who used the housing loan service of Siam
Commercial Bank PCL. (Head Office) are average respondent was a male who age
between 31 - 40 years old and married, bachelor degree is the highest education, work
as companies' employees, have average income more than 50,000 baht/month. This is
the first time of using this service, which loaned between 1,000,000 - 5,000,000 baht and
need to pay instaliments for 20 years. The most influence to use this service came from
the suggestion of real estate project officers.

In term of the place, the clients are satisfied with this service at the high level but
the clients are satisfied with the condition lobby at the fair level. In term of bank officer,
they are satisfied with this service at the high level but the clients are satisfied fair level at
the knowledge of bank service. In term of the amount of approved loan, the clients are

satisfied with this service at the high and fair level.



Testing hypothesis were discover customers’ satisfaction of housing loan service
of Siam Commercial Bank Public Company Limited (Head Office) to classify by sex age
education occupation and salary was.not significantly different.

The suggestion of researcher are Siam Commercial Bank PCL. (Head Office)
should increase the efficient of service and providing more convenient articles such as
newspaper, leaflet for clint's knowledge etc. The convenient and consulting services
should be improved. The loan service for real estate should be deducted too many steps
in process in order to have faster service. The paying the installments should be informed

clearly and should have this loan service fairly.
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