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The purpose of this study was twofold. First, it aimed at examining customer decision-making in
choosing accommodation mortgage loan provided by Bank of Ayudhya, Sumkumwit Road branch. Also, this
study intended to investigate the problems and suggestions of getting accommodation mortgage loans. The
population of this study was 312 bank customers who were offered accommodation mortgage loans and those
who had loan contracts and were expected to be approved for bank loans. The instrument used to collect the data
was a questionnaire. The statistical tests used to analyze the collected data included frequency, percentage,
means, and standard deviation.

The results of this study revealed that the subject had given the importance at a high level to every
factor when making decision in choosing accommodation mortgage loan with Bank of Ayudhya. Specifically,
the factor in relation to bank personnel was rated the highest, followed by the factors relating to service process
and reliability, respectively. Regarding a process of service, the subjects paid attention to the qualifications of
borrowers. Regarding the price factor, they focused on loan fees, especially those paid for making legal
contracts. Regarding the factor of marketing promotion, the importance was placed on the advertisement via
various media channels, excluding personal contacts from the bank personnel. Concerning the personnel factor,
the subjects gave an importance to the service promptness, especially in a loan approval process. With reference
to the process of service, the subjects placed an importance to a shorter period of time used for loan approval.
Also, the subjects gave the importance to bank stability. For the reliability factor, an importance was placed on
the accuracy when providing bank services. For the bank reputation, the subjects gave an importance to the bank
activities that reflected its corporate social responsibility.

Based on the investigation of the problems and suggestions, the customers viewed that there were
not enough variety of bank loans, especially via the Internet system. Also, the inspection of property took a long
time. Regarding the suggestions, the Bank should provide different types of accommodation mortgage loans, and
new technologies should be used to assist a loan process via the Internet. Finally, a team for property assessment

should be provided.
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