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Abstract
This research aims to 1) analyze how the service quality of Kasikorn Thai Bank

influences customers' decision to utilize mortgage service in Songkhla province and 2)
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examine the impact of service marketing mix factors on these decisions. A sample of 300
customers who opted for Kasikorn Thai Bank’s mortgage service in Songkhla was selected
through random sampling. Statistical methods used in the research include mean, standard
deviation and multiple regression analysis for hypothesis testing. The findings indicate that 1)
service quality factor—empathy, responsiveness, and assurance— account for 46.5% of the
decision to use mortgage services with Kasikorn Thai Bank in Songkhla, and 2) service
marketing mix factors, including product, price and process account for 66.7% of the
decision-making process.

Keywords: Service quality, Service marketing mix factor, Housing loans, Decision making
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