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ABSTRACT

Independent study the solutions guidelines for increasing the efficiency of measures to maintain base the
housing loan customer A case study of The Government Savings Bank, In Bangkok Sector 1. The purpose of research
is the to study the reasons why housing loan customers redeem their mortgages to use housing loans with other financial
institutions and to find ways to increase the efficiency of measures to maintain the housing loan customer base so that
customers continue to use the service with the bank. The study the factors of customer relationship management and
service quality. data collection tools 300 units and in-depth interviews Interview groups of customers who have applied
for refinancing to redeem their mortgages to use housing loans with other financial institutions 10 units. The statistics
used were descriptive, frequency distribution, and percentage. The study found that the majority of women aged 21 - 30
years old and company employees earned 20,001 — 30,000 baht. Most of the respondents knew that the bank had
measures to maintain the housing loan customer base 200 units. And Inferential Statistics the results of the hypothesis
test showed that the customer relationship management factors that affects the intention to use the service measures to
maintain the housing loan customer base vary statistically significantly at the level 0.5 statistic as relationship building,
listening to the opinions and customer service channels. Service quality factors he study found reliability, assurance and
responsiveness. The reasons why housing loan customers redeem their mortgages to use housing loans with other
financial institution. Because the objective is to refinance to other financial institutions to get cheaper interest rates. 1.
Improve the criteria for participating in measures to maintain the housing loan customer base to be appropriate and can
compete with other financial institutions. 2. The process of coordination between the bank and the customer. Approval
process for fast measures. 3. Create an online platform to submit application documents to participate in measures to
maintain the housing loan customer base convenient for filing documents reduce the hassle of filing documents. As well
as being able to further develop relevant product offerings and new service models faster if there is a new product in the
future.

Keywords: Customer Relationship Management, Service Quality, Measures to maintain customer base, Housing loan
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