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Client’s Behavior towards Home Loan Service Provided by

Government Savings Bank in Nakhon Pathom Province
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Abstract

The aim of this study was to examine client’s behavior towards home loan service
provided by Government Savings Bank in Nakhon Pathom Province. This quantitative research
was carried out with 350 clients through questionnaires and analyzed statistically using frequency,
percentage, means and standard deviation. The research hypothesis was also tested with Chi-
square. The results of this research correlated with all the hypotheses as follows: 1) Clients of
different personal backerounds behaved differently towards home loan service, i.e. education,
occupations, residential status and average monthly income. 2) Clients of different motivation
behaved diversely towards home loan service, mostly in service expectation. 3) The marketing
mix factors affected the behaviors of using home loan service in the following aspects: digital
banking transaction, prices, distribution channels, marketing promotions, credential data and
service provision process. 4) The behavior of using home loan service affected the loyalty in

terms of mortgage toan processing expectation, mostly in service expectation.

Keywords: marketing mix factors, motivations, behavior towards home loan service
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