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Abstract

The aims of this research are 1) to study personal factors of Housing Loan customers of the Government
Housing Bank in Phitsanulok 2) to study service behavior factors of Housing Loan customers affecting the perception
of service quality and 3) to study the perceived level of service quality of Housing Loan customers of the Government
Housing Bank in Phitsanulok. Data were collected by questionnaires from 400 Housing Loan customers. The data
were analyzed by frequency, percentage, mean, standard deviation. The research hypotheses were tested using
independent samples T-Test and One-way Analysis of Variance: One-way ANOVA.

The results of the study showed that

1. Most of the Housing Loan customers are female, aged 31-40 years, marriage status, occupation employee
and monthly income 15,001-25,000 baht.

2. Most of the Housing Loan customers are use the service 3-4 times a month, service time at 11.00-12.00,
to be a customer of the bank for 1-3 years, Housing Loan and payment per time 10,001-15,000 baht.

3. Overall perception of service quality of Housing Loan customers at a high level. When considering on
individual aspect, found that Assurance at the highest level and the aspect that has the least level is Reliability.

4. The hypotheses testing are found as follows:

1) The difference in Housing Loan customers’ age, status, occupation and monthly income affected the
perception of service quality with statistical significance of .05 level.

2) The difference in service behavior factors of Housing Loan customers’ frequency of using the service,

service time, customer time and loan type affected the perception of service quality with statistical significance of .05

level. Keywords perception of service quality, Housing Loan customers
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