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The Role of Loan Officials in the Decision
to Choose Commercial Bank Housing
Loans in Bangkok and its Vicinity

Abstract

The demand for housing in Thailand has been steadily increasing in accordance with the growth of
single-families, and the changing lifestyle of people living in urban areas who want to purchase a house in the
suburbs or a condominium near Bangkok Mass Transit System (BTS) stations. However, a house is one of the four
requisites with a high price. Generadlly, it is difficult for a person to be able to purchase a house without the need
to borrow money. Therefore, housing loansfromm commercial banks are an option fo help meet such demands. This
article aims to study how the role of loan officials affects the decision of retail borrowers in choosing bank housing
loans by using the concept of 7Ps of the marketing mix, as well as the concept of service quality proposed by
Parasuraman as the analysis framework. This article focuses on the role of loan officials in providing suggestions
and service throughout the process of purchasing a housing loan.

The study interviewed a sample of 25 retail borrowers, including those who purchased housing loans from
commercial banks in Bangkok and its vicinity (20 persons), as well as specialized financial institutions, that is,
the Government Savings Bank and the Government Housing Bank (2 and 3 persons, respectively). The results
showed that the tfriple-alliance structure showing close relationships between banks, retail borrowers, and property
developers has played an important role in encouraging the use of housing loan services in the present day. The
factors affecting the decision-making of the retail borrowers on order of importance include : price, especially
interest rates : product, especially the conditions of the loan ; the human resource factor ; and the service system
of the banks, respectively. For the human resource factor, or the loan officials, the heart of the service comprises
the ability to describe information about housing credit to borrowers, such as interest rates, appropriate forms of
payment, insurance budget, life insurance budget, and promotions and packages, the ability to understand the

feelings and needs of the borrower and quick service.

Keywords : Housing loan, service marketing mix, service quality, loan officials, fripod structure of housing loan
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