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ABSTRACT

This research aimed to 1) analyze problems affecting the housing loan operations of the
Government Housing Bank, Chonburi branch; 2) study factors in customer behavior and service quality
that influence the decision to apply for a housing loan; and 3) propose ways to increase the loan
approval of the Government Housing Bank, Chonburi branch. A mixed-method approach was
employed. The quantitative research used a sample of 400 loan users of the Government Housing
Bank, Chonburi branch. Data were collected using questionnaires and analyzed using descriptive
statistics and multiple regression analysis. The qualitative research used semi-structured in-depth
interviews with five loan executives and staff. The results were analyzed using fishbone diagrams and
internal and external organizational analysis, along with trend metrics, to find stratesic approaches.

The research findings revealed: 1) operational problems, including personnel lacking
expertise in credit analysis, heavy workloads, and lacking clear consulting skills; complex and multi-
layered procedures and processes; delayed document review and the absence of a real-time loan
status tracking system; and environmental factors, including the economic downturn, competitors
from commercial banks providing faster service, and consumer behavior shifting toward online
channels. 2) behavioral factors and service quality: Neither borrower behavior nor service quality
factors significantly influenced loan application decisions at the 0.05 level, with a very low R? value,
indicating that the studied factors could not adequately explain decision-making behavior. 3)
suggested strategic approaches include: first, upgrading personnel to serve as "financial advisors" by
providing knowledge about loan products and developing professional communication skills; second,
developing online channels to cover loan application and real-time follow-up; and third, streamlining

internal procedures to increase service speed and transparency.
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