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Abstract

This research aimed to investigate the factors influencing customers' decisions to
refinance their mortgages to other banks and to explore strategies to reduce the
mortgage refinance rate among Government Housing Bank customers. Employing a
mixed-methods approach, the study collected data from 400 questionnaires and 10 in-
depth interviews. Statistical analyses included frequency, percentage, mean, standard

deviation, and multiple regression analysis at a significance level of 0.05.
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The data indicated that the majority of respondents were female (50.50%), aged

between 31-40 years (66.25%), single (60.00%), with a bachelor's degree as the highest
education level (77.50), and had a monthly income of 20,001-30,000 baht (34.50%).
Regarding consumer behavior, 50.00% of current customers had loans with other
financial institutions. The primary purpose of using the Government Housing Bank's loan
services was to purchase or build a residence (77.80%). Most customers made their loan
decisions independently (80.50%), and their highest expectation was a reduction in
interest and fees (49.30%). Additionally, 42.80% currently used mobile banking for goods
and services payments. The correlation analysis revealed that the marketing mix factors
of price, promotion, and personnel significantly influenced the decision to refinance.
Interviews indicated that customers generally felt confident in the bank and appreciated
its lower interest rates compared to other banks. However, the refinance interest rate
was still considered high, and the high volume of customers at the Government Housing
Bank led to service delays. Therefore, the bank should enhance its customer service by
streamlining transactions and making them more convenient for customers. Additionally,
the bank should adjust interest rates to increase its competitiveness with other banks,

especially by offering lower or zero interest rates to customers with a good history.
Keywords: Decision, Mortgage Refinancing, Marketing Mix, Government Housing Bank.
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M1519% 1 KarduUsyanSaunisanneeanyan (Coefficients) Yasladediuyssauns

mMspatnndinanani1sanaula valonaudiuas

Uy Beta S.E. t p-value  VIF

ﬂ'ﬂmﬁ (Constant) 7.445 0.946  7.870 0.000

AUNEN A UTILAZUTNNS 0.220  0.150  1.469 0.143  1.128
FUTIAT 0.583 0.153 3.811 0.001* 1.411
AUYBINNITIATINAUNE 0.131  0.144  0.908 0.365  1.987
AUNNTEUETUAITNAN 0.480 0.167  2.868 0.004* 1.605
AUYARINTHLIUTNNS 0314 0099 3.158  0.001*  1.279
FUAMINEDUNIINEAMN 0.048  0.135 0.354 0.723  1.216
AIUNTTUIUNS IAUSNS 0.076 0.168  0.451 0.652 1.831

R= 0.648 R2 =0.431 SEE=0.248 F-value =8.599 P-value= 0.001
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