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Abstract

The aim of this research was to study the effect of Organization Image and
Service Quality on Decision Making, Government Housing Bank, Lower Northern Area. The
samples were 385 participants who come to use the home loan services of the
Government Housing Bank. The data were collected by using a questionnaire. The
statistics used for analyzing the data were frequency, percentage, mean, standard
deviation and Multiple Regression. The results showed that 1) Organization Image of
Government Housing Bank, Lower Northern Area Overall, every aspect is at a high level.
2) Service Quality of Government Housing Bank, Lower Northern Area Overall, every
aspect is at a high level. 3) Organization Image factors of Service Offering, Physical
Environment and Corporative Identity on Decision Making, Government Housing Bank,
Lower Northern Area 38.40 percent. And 4) Service quality factors of Empathy and
Reliability on Decision Making, Government Housing Bank, Lower Northern Area 35.40

percent.

Keyword: Organization Image; Service Quality; Government Housing Bank
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