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Abstract

The objectives of this study were: to study the personal factors of customers using, to study the behavior of
customer using and to study factors affecting the customer satisfaction towards Home Loan of CIMBTHAI Bank
in Chonburi province, by collecting data from customers using Home Loan of CIMBTHAI Bank in Chonburi
province. Including 400 customers, the data are collected using questionnaire, and then analyzed in terms of
frequency, percentage, arithmetic mean, standard deviation, and multiple regression. The result from multiple
regression analysis showed that the factor affecting the satisfaction towards home loan of CIMBTHAI Bank in
Chonburi province service at the statistical significance level of 0.10 were, aged, sex, marriage, education level,
income level, time to use the loan service, credit limit, people influence on the decision to use the loan service
and market mix factor interms of channel, people, physical evidence, product and place. The physical evidence
product and place has positive effect on the customer satisfaction whereas and process have a negative effect.

The results indicated that CIMBTHAI bank should focus on improving those factors that have negative effect
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on the customer satisfaction and support those that have positive effect in order to be able to response to its
customer want/need more effectively.

Keywords: Home Loan, CIMB THAI Bank, Satisfaction, customers using
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