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Abstract

The objectives of this research were to study opinions of customers for house-loan service at the
Headquarter of Land and House bank public company. a bank for retail house borrowers, and to compare
opinions on house-loan service of customers based on demographic characteristics. The sample group in the
study included 100 customers for house-loan service at the bank headquarters. Questionnaires were used as a
rescarch tool. Data were analyzed by percentage, mean, standard deviation, t-test, and one-way analysis of
variance.

The results revealed that customers™ overall opinions had high average score on the house loan service.
In terms of aspects analysis, each of the 5 aspects received high as their average scorc was in high level
category, and could be arranged in descending order as follows: personnel, physical-characteristics, product,
procedure, and distribution. In terms of item analysis of each aspect, items which fell into high level category
included personnel aspect -- “staffs being polite, enjoyable, enthusiastic, and loyal”, physical-characteristics
aspect --“Both inside and outside beautiful decoration of the building”, from product aspect of--“There was an
identity in loan product”, from procedure aspect--“Speed of service”, and from distribution aspect --“There were
enough branches fitting with need of customers”. The comparison of opinions on house-loan service of
customers based on demographic characteristics indicated that customers having different monthly income
range had significantly different overall opinions at 0.05. Moreover, customers having different monthly
income range also had significantly ditferent opinions on personnel aspect at 0.05, and had significantly

different opinions on every item of aspect at 0.05.
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