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ABSTRACT

This independent study aimed to investigate customer satisfaction towards service
quality on housing loan of Government Housing Bank, Chiang Mai branch. Data were collected
by 400 questionnaires distributed to different customer groups of the studied bank namely social
group, semi-social group, commercial group, and semi-commercial group. The analytical
statistics for this study consisted of frequency, percentage and means.

The results of the study indicated that the majority of respondents were married
females aged 31 — 40 years old with Bachelor’s degree working as employees for private
companies and earning monthly income at approximately 10,000 — 20,000 baht. Most of them
got the loaning limit at less than 1,000,000 baht without claiming for the rights in Welfare Project
as offered by the bank.

Regarding the study on expectation score service quality on housing loan of
Government Housing Bank, Chiang Mai branch, the results revealed that the dimension ranking
the highest score of respondents’ expectation was rapid responsiveness, followed by the
dimensions of empathy, tangibles, reliability, and assurance, respectively.

Regarding the study on perception score service quality on housing loan of
Government Housing Bank, Chiang Mai branch, the results revealed that the dimension ranking
the highest score of respondents’ perception was assurance, followed by the dimensions of

reliability, rapid responsiveness, empathy, and tangibles, respectively.



In comparison between levels of customer expectation and customer perception in
all service dimensions, the findings showed that the respondents satisfied with service quality on
housing loan of the studied bank in the dimensions of assurance and reliability; but dissatisfied

with the dimensions of tangibles, responsiveness, and empathy, respectively.



