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Abstract 

This purpose of this research. First, study quality service of Government 

housing bank, Phitsanulok branch in the opinion of the customer. Second, study quality 

service to affecting the decision used service Government housing bank, Phitsanulok 

branch in the opinion of the customer. Using the questionnaire was used to collect the 

data by Accidental sampling. From a group of persons use the service of deposit and 

credit of Government housing bank, Phitsanulok branch are 393 peoples. Which will 

cover content by consists of three pasts as follows: General information, Opinion of 

customers used service Government housing bank, Phitsanulok branch by SERVQUAL 

Model and Process of decision used service Government housing bank, Phitsanulok 

branch. By used Statistical calculations are Percentage, Mean, Standard Deviation and 

Multiple Regression Analysis. 

The study found that level of quality service of Government housing bank, 

Phitsanulok branch by SERVQUAL Model consists of Tangibles, Reliability, 

Responsiveness, Assurance, and Empathy. There are average total 4.03 which is at a 

high level. Moreover, from the study show that quality service of Government housing 

bank, Phitsanulok branch is 60.40% and the rest about 39.60% from other factors. 

Therefore, the customer focuses on most of the Assurance and show that the quality 

service of Government housing bank affecting the decision used service in the opinion 

of the customer has statistically significant at the 0.05. 
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