- 21Sa1SWNSIBYUANYN
&5k ByUDDHIST ASEAN STUDIES JOURNAL BASJ
ISSN 2822-0935 (Online)

NNIANYILUININTARILIAMUAINAITUINSLINDLNNE AT WY Iwuud o

91AYAINANIVUNITIRUDU VBISUIATITDIANTEIUATIZH d1U1528949
A STUDY OF GUIDELINES FOR ENHANCING SERVICE QUALITY TO INCREASE
HOUSING LOAN REFINANCING FROM OTHER FINANCIAL INSTITUTIONS: A CASE

STUDY OF THE GOVERNMENT HOUSING BANK, RAYONG BRANCH
105 wIUAT, 5UNYIU NNSINVNT
!Chatree Jamsree, Tanikan Pipitwanichakarn

49 3nedeenisabng, Useneing
"The University of the Thai Chamber of Commerce, Thailand
'Corresponding Author’s Email: 2411131621017@lived.utcc.ac.th

unAnga

msfnuduaidaszedlifnguazasd 1) elneiaumiviilisendudesiwuuudiies
o1 naaTumsiuduindssuimsermsanased a1v1svees Anidmnedidiun wag 2) e
thiausumansifisgendude3luuudiegendsanaadunisiiudu vessuiansennsaun sz
anszEes ¢ FBnsAnwYTEnoufemsdunwaliuims Wmihiisuiasermsasegiludiunis
Tiusnsaudesnuuudfiogorduainanitunisiiudu ¥os5u1A1301ANTANATIE 19158809 §7
Fonltuimsaudeslnuuudfiegerdoananiiunsiudu vessumserasanasnes avszoosiiiy
anfui wasiidugnéntiaqiiu (IH5ueysiAlud wa. 2568) S1uau 27 au TaeBmadenngusiogisuuy
Mz uaziudeyafeuuuasuauanngugniidenlduinsduideslrluuudiogedoan
a010uN5IUAL Y9IUIANTOATANATIZN AN9nTEEDs S1udu 398 Au TneriToaziAudeyatseuns
fanua mafusvnadeyalaglduuuasunmesulall wanisAnyiwud 1) awngfvilieenduides
Iuuudfiegorfoanaatunisiuduandsuinsermsauases a1wszees Anintmaneiinmua
i lunmswegluszdvann WeRansaundusisdu nudn vadueylussduuin awnse
Besdrdunmnnlumdesldded duiitidnedsgaaiududuusn Ao arandeiiu s fe A
\Jugusssuvesuinig anmundede amienleld uazduduansing dudididadosign Ao s
ROUALBY MUAITU LazaINNanITIde wud1 armidesiu anuindede nslvideyadidaiau uaznns
USnsnfuyweduiusimduteduddyidmasonsdndulavesgndn Tnsamzluld “anudoriu’ was
“Putidieie” fignldaruuugs 2) wmssiiinenduideslnluuudiiegordoainanidumsiiuu
YPITUIANTOIANTALATIEY A1U1T8804 WUT1 WumsAmasAdunisludduninde “n1suiuuse
nsvviaunIsneluiazusnisnina1vn” inseldauyssanates andunislaviuil wasdamadeninui
wolavosgnAeg 19U

MIANINNFONTUUANEY TN 11 210N 1 (WN9IAN -Anuneu 2569)

Buddhist ASEAN Studies Journal (BASJ) Vol. 11 No. 1 (January-June 2027) 250



21SAISWNSNITYUANUYY
= BUDDHIST ASEAN STUDIES JOURNAL BASJ
ISSN 2822-0935 (Online)

ANENATY : ANNINNNTUINTS, BuleSinuwuudiiogende, an1dun1stu

Abstract

This independent study has two main objectives: 1) To analyze the causes that
led to the amount of housing loan refinancing from other financial institutions to the
Government Housing Bank (GHB), Rayong Branch, being lower than the set target; and
2) To propose guidelines for increasing the amount of housing loan refinancing from
other financial institutions to the Government Housing Bank, Rayong Branch. The
research methodology consisted of interviews with executives and staff members of
the Government Housing Bank, Rayong Branch, who are responsible for providing
housing refinancing services from other financial institutions, as well as interviews with
customers who had previously used refinancing services and current customers whose
applications were approved in 2025 (B.E. 2568), totaling 27 participants. A purposive
sampling method was employed. In addition, data were collected using questionnaires
distributed to 398 customers who had chosen to refinance their housing loans from
other financial institutions to the Government Housing Bank, Rayong Branch, with the
researcher collecting the entire population through an online survey. The findings
revealed that: 1) The causes contributing to the housing loan refinancing volume from
other financial institutions to the Government Housing Bank, Rayong Branch, being
lower than the target were, overall, rated at a high level. When considered by
dimension, all aspects were also at a high level. Ranking from highest to lowest, the
first was Assurance, followed by Tangibles, Reliability, Empathy, and finally
Responsiveness. The results also indicated that assurance, reliability, clarity of
information, and good interpersonal services were key factors influencing customers’
decisions-particularly assurance and reliability, which received the highest scores. 2)
The guidelines for increasing housing loan refinancing from other financial institutions
to the Government Housing Bank, Rayong Branch, highlishted that the most immediate
approach is “improving internal processes and branch services.” This measure requires
minimal budget, can be implemented promptly, and significantly enhances customer
satisfaction.
Keywords : Service Quality, Housing Refinancing Loan, Financial Institutions
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