“Antecedents of the service quality for housing loan customers of Indian banks”

AUTHORS

ARTICLE INFO

DOl
RELEASED ON
RECEIVED ON
ACCEPTED ON

LICENSE

JOURNAL
ISSN PRINT
ISSN ONLINE
PUBLISHER
FOUNDER

50

Shankar Babu Mani @@ https://orcid.org/0000-0002-3470-946X
Viswanathan Ekambaram @) https://orcid.org/0000-0003-0025-4783

Shankar Babu Mani and Viswanathan Ekambaram (2021). Antecedents of the
service quality for housing loan customers of Indian banks. Banks and Bank
Systems, 16(1), 195-204. doi:10.21511/bbs.16(1).2021.17

http://dx.doi.org/10.21511/bbs.16(1).2021.17
Monday, 05 April 2021

Sunday, 30 August 2020

Monday, 18 January 2021

[@her |

This work is licensed under a Creative Commons Attribution 4.0 International
License

"Banks and Bank Systems"

1816-7403

1991-7074

LLC “Consulting Publishing Company “Business Perspectives”

LLC “Consulting Publishing Company “Business Perspectives”

© The author(s) 2025. This publication is an open access article.

<//~[| BUSINESS
m  PERSPECTIVES

businessperspectives.org



Ny
ol

BUSINESS PERSPECTIVES

LLC “CPC “Business Perspectives”
Hryhorii Skovoroda lane, 10,
Sumy, 40022, Ukraine

www.businessperspectives.org

Received on: 30" of August, 2020
Accepted on: 18t of January, 2021
Published on: 5t of April, 2021

© Shankar Babu Mani, Viswanathan
Ekambaram, 2021

Shankar Babu Mani, M. Com, M.B.A,
Accountant, Research Scholar,
Commerce Department, University of
Madras, India. (Corresponding author)

Viswanathan Ekambaram, Ph.D., Head
of the Commerce Department, PG
Research Centre, University of Madras,
India.

This is an Open Access article,
distributed under the terms of the
Creative Commons Attribution 4.0
International license, which permits
unrestricted re-use, distribution, and
reproduction in any medium, provided
the original work is properly cited.

Conflict of interest statement:
Author(s) reported no conflict of interest

http://dx.doi.org/10.21511/bbs.16(1).2021.17

Banks and Bank Systems, Volume 16, Issue 1, 2021

Shankar Babu Mani (India), Viswanathan Ekambaram (India)

ANTECEDENTS OF THE SERVICE
QUALITY FOR HOUSING LOAN
CUSTOMERS OF INDIAN BANKS

Abstract

The purpose of this paper is to explore the influence of the cost of borrowing, process-
ing time and documentation on the service quality of banking institutions in India that
sanction housing loans. A research framework was designed to consider the indepen-
dent variables influencing service quality by unearthing research gaps in the extant
literature on housing loans. All research gaps were transformed into a questionnaire,
to which 535 useful responses were received. A five-point Likert scale was used, and
a structural equation model was formulated using ADANCO 2.0.1 - all hypotheses
were tested with ADANCO. The findings clearly indicate the relevance of the service
quality in banking sectors in India. There is a significant relationship between the three
independent variables (cost of borrowing, processing time and documentation) and
service quality. The outcome of banking service quality is measured through initial
personal contact, online banking services, the humanitarian approach, provision of in-
formation for services, promise of service delivery and field verification, with all these
measures having a very strong impact. This study is restricted to India only, but could
be extended to other developing countries in South Asia in the future. This study could
also be extended to cover other types of banking loans offered by banking institutions
in India. The paper concludes that it is time for banking institutions to take action
to sanction housing loans with a view to introducing the instant sanctioning of bank
loans that come with real-time access, without resorting to bureaucratic policies and
procedures for housing loan customers.

Keywords fixed rate mortgage, bank lending, processing time,
foreclosure, adjustable-rate mortgage, documentation,
corruptive practices, fixed term

JEL Classification G21,D14

INTRODUCTION

Customers consider bank service quality to be the most important
element when selecting mortgage providers and establishing long-
term relationships with them. The other three elements are product
attributes, access, and communication (Lymperopoulos et al., 2006).
Panagariya and More (2014) state that post-reform accelerated growth
has worked as a strong stimulus to reduce poverty in India for all eco-
nomic, social, and religious groups. Ghosh et al. (2015) identify the
impact of financial sector liberalization on the availability of credit in
both public and private banks. Bhanumurthy and Singh (2013) high-
light the trends in and determinants of economic growth in India. The
trends revealed by these three articles indicate that financial institu-
tions sanctioning home loans are liberalizing various rules and proce-
dures applicable to the granting of house loans to customers.

Service quality plays an important role in determining the choice and
selection of a mortgage provider. Cronin and Taylor (1992) investi-
gate the conceptualization and measurement of service quality and
relationships between service quality, consumer satisfaction, and pur-
chase intentions. Service quality is an antecedent of customer satisfac-
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tion, which, in turn, has a significant effect on purchase intentions. Parasuraman et al. (1985) examine
the quality of intangible goods as measured by marketing experts, since the quality of services is largely
undefined and not researched. Kaura and Datta (2012) stress the importance of service delivery as a sole
variable to improve customer relationships; this study is further supplemented by Kaura (2013), who
states that service quality in banks depends on employee behavior, tangibility, information technol-
ogy and the dimensions of service convenience such as decision, access, transaction, benefit and post-
benefit convenience. The scope of the study is geographically confined to India. Customers residing in
all metropolitan cities in India are potential respondents to the questionnaire, which is administered
on a sample basis. All the customers selected through the sampling process have taken out home equity
loans, existing home loans, home improvement loans, home purchase loans and land purchase loans

bought under the housing loans scheme.

1. LITERATURE REVIEW

The literature review is aimed at determining the
fundamental elements of the research problem
and the progress made on the influencing factors
(i.e., the independent variables), namely, the cost
of borrowing, processing time and required doc-
umentation. These independent variables have an
impact on a dependent variable — Service Quality.

The cost of borrowing includes application fees,
processing fees and interest on housing loans,
penalties for default, foreclosure charges and any
other incidental costs incurred during the dura-
tion of a housing loan. Meador (1982) notes that
the cost of borrowing differs from region to re-
gion due to local regulations, different kinds of
mortgage available, loan-to-value ratios and fore-
closure conditions. This research study focuses
on the cost of borrowing as an important deter-
minant of customer satisfaction. The application
fee is the fee payable when submitting a home
loan application. Application fees are linked to
the supply of and demand for housing loans. On
the one hand, if the demand for housing loans is
more than the supply, the application fee is high,
and vice versa. Even big banks hike their appli-
cation fees when the demand for housing loans
soars and, correspondingly, the rate of applica-
tion rejections is high (Daniels, 2009). On the
other hand, however, there is a trend of abandon-
ing application fees as a way to attract more loans
into the market. There are many cases in for-
eign countries where application fees have been
scrapped in order to provide an opportunity for
new borrowers to access loans (Martin, 2006).
Estimating the valuation charges on home loan
transactions is a delicate area that would benefit
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from greater clarity. Differentlending institutions
impose different valuation charges for their own
advantage. Unethical practices exist in many cas-
es, depending upon the culture and characteris-
tics of the lending institutions involved (Thomas,
2016). How much a home loan valuation fee de-
pends on the valuation procedures; these, in turn,
determine equilibrium home loan to charge a fair
fee (Schwartz & Torous, 1992). Ward (2009) ob-
serves that the valuation fee depends on an ob-
served value. A setup cost, as part of a valuation
fee, increases in utility; it measures the discount
on the maximum price levied when processing
a home loan. Cooley (2005) states that process-
ing fees are charged through different platforms.
In addition to its own platform, an independent
agency provides portals from which information
about the various processing fees can be obtained.
Lenders use processing fees or points to adjust
both their yield and the borrower’s annual loan
amount (Eaton, 2005). There are two types of in-
terest rates currently in vogue. Equated monthly
instalments (EMIs) remain constant when they
have a fixed rate of interest. Alternatively, fluctu-
ating EMIs respond to market conditions, with
floating interest rates. Many lending institutions
give a borrower the option to choose between a
fixed or floating interest rate, either at the com-
mencement of the loan or during the life period
of the loan. In practice, a fixed rate of interest
is the preferred rate of interest by housing loan
borrowers (Uberti et al., 2014). Dhillon et al.
(1987) observed that all fixed-rate home loans are
non-adjustable, with long-term maturities (i.e.,
25 to 30 years). Foreclosure occurs when an ex-
tenuating circumstance happens. This includes
the death of a spouse, illness, job transfer, inju-
ry resulting in disability and bankruptcy, and/or
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job loss. Foreclosure is also resorted to whenev-
er an alternative source of housing loans that at-
tracts a lower rate of interest becomes available
(Rodgers & McFarlin, 2017). Carr (2007) indi-
cates that a foreclosure fee is required if the out-
standing principal balance of the loan is adjusted
or repaid; this is necessary to avoid a future fore-
closure crisis. Modification occurs when there
is an alteration, addition or amendment of the
terms and conditions of existing housing loans.
This is a permanent change with regards to pay-
ment terms, principal, interest rate and collater-
al security. An increase or decrease in the mort-
gage principal balance is more likely to result in
a modification to a loan. All these processes are
carried out with the stipulation on modification
fee (Schmeiser & Gross, 2016). Late fees cause the
subsequent monthly payment to be inadequate,
generating a pyramiding of late fees (McNulty et
al., 2019), and the lending institution is allowed
to levy late fees on the unpaid amount (Chiang
et al,, 2016). Danis and Pennington-Cross (2005)
observe that late fees occur over time, meaning
that repaying the loan costs more over the long
term. Lee and Hogarth (2000) note that home
loan borrowers are asked to specify the terms
and conditions of the home loan, particularly
the various types of fees (including application
fee, interest rate, monthly payment, insurance
fee, and late payment fees). Bureaucratic pro-
cesses exist in the home loan market, and there
are many incidences of mortgage fraud in var-
ious countries. Borrowers submit false income
details in the hope of attaining a larger housing
loan, in turn encouraging corruptive practices
among realtors, appraisers, and lending institu-
tions. This has led to lending institutions sanc-
tioning unqualified borrowers towards the high-
er limit of home loans available to them, through
the administration of large commission fees (Der
Hovanesian & Beucke, 2005). Murray (2018)
notes that corruptive practices lead to abuses of
government subsidies and home improvement
schemes. Pfeiffer (2017) states that brokers are
normally paid a commission for providing a buy-
ing and selling service. The price to be paid for
the services rendered by the broker is called the
brokerage. Normally, brokerage transactions are
carried out through face-to-face interviews dur-
ing which the terms and conditions of the bro-
kerage contract are finalized (Conklin, 2017).

http://dx.doi.org/10.21511/bbs.16(1).2021.17
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A method and apparatus for the closed-loop, au-
tomatic processing of a loan, including the com-
pletion of the application, underwriting, and
transference of funds, includes the use of a pro-
grammed computer to interface with an appli-
cant, obtain the information needed to process
the loan, determine whether to approve the loan,
effect electronic fund transfers to the applicant’s
deposit account and arrange for automatic with-
drawals to repay the loan. Toscano (2002) defines
the processing time as the time taken to process
loan documents and instruments for the purpose
of solicitation, verification, grant, extension, re-
newal, and sale of loans, whether secured or unse-
cured. In addition to the combination of law and
technology, the processing time preserves the
persistence, provenance, integrity, legality, utility,
evidentiary admissibility, form, and content of
loan documents, aiding a speedier approval of
home loans. The starting point of the loan process
is the initial processing of a home loan by a lend-
ing institution. This initial process considers the
borrower’s income, debts, ability to repay the loan
periodically, willingness to repay, credit report
and rental payment history. Since it is very diffi-
cult to standardize initial processing procedures,
this is handled on a case-by-case basis. It is very
important for lending institutions to examine the
weakness of the borrower and to determine how
to fill any weak gaps through any strength demon-
strated by the borrower. This is necessary and in
lending institutions’ best interest of lending insti-
tutions. During the home loan application pro-
cess, a lot of information needs to be collected,
namely: Borrower’s mailing address, Information
on first- and second-lien home loan (if any), Any
other borrowings, The specific property address
on which loan is to be sanctioned, The duration of
the loan, Original loan amount, Debt-to-income
ratios, Credit report and credit score, Occupancy
status of the mortgaged property, Borrower bank-
ruptcy history (if any), Outstanding loan balance,
Information relating to whether the loan has been
modified or extended, Any defaults or foreclosure
of previous loans, and Any other relevant infor-
mation related to the borrower’s needs. Tealdi et
al. (2012) identify a method for automatically ful-
filling the approval requirements such as
Maintaining a multiplicity of registered service
providers, receiving a home loan application that
has one or more conditions to be fulfilled for the
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home loan application to be approved, evaluating
one or more conditions to determine one or more
actions that should be taken to fulfil those condi-
tions, Automatic approval when prescribed con-
ditions are fulfilled. This step in the loan process
is very important, as the applicant is fully aware
of their commitments in the loan agreement. As
soon as the home loan approval formalities are
over, the loan agreement is transmitted to and
from the applicant. In suitable cases, the delivery
of the agreement to the home loan borrower is
done by the borrower’s agent. In a few instances,
the applicant completes the requisite functions
through computer access from a kiosk (Norris,
1999). There are three stages to the withdrawal of
the loan amount, namely: the submission of the
application form and documents, followed by the
sanctioning and then by the disbursement, which
is usually communicated through a home loan
disbursement letter. Once a home loan sanction
letter has been approved, the disbursement pro-
cess will start. The disbursement of the loan
amount takes place in one or more instalments,
following any technical and/or legal property ver-
ification (e.g., the progress of construction or the
readiness of the house). Documentation for a
home loan includes the title to the property, tax
returns, payslips or other proof of income, bank
statements and other assets, credit history, photo
ID, renting history and any other documents that
are required by lenders from time to time. Mian
and Sufi (2017) state that a good loan document is
a representation of the true documentation, lead-
ing to correct conclusions on the nature of home
loan credit supply expansion towards marginal
borrowers. Davis (2013) highlights certain prob-
lems surrounding documentation in home loan
applications, noting a recent rise in challenges to
the enforcement of home loans through wide-
spread documentation problems relating to the
transfer of assets. He observes that reforms are
possible but will require crucial improvements in
the recording process of home loan documents.
McQuiston (2018) places importance on the sim-
plification, standardization, and rationalization
of the loan application process. Advocating for an
easy application process in terms of the docu-
mentation and forms required, he states that
housing loan lenders have an opportunity to gain
a greater share of loans if they provide simplified
and user-friendly application forms. While
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McQuiston supports the introduction of a simpli-
fied form, Bhutta et al. (2015) advise that lenders
do away with conservative and traditional checks
through complex application forms. An exempla-
ry application process is possible only if it is sim-
ple and straightforward (Leyer et al., 2015).
Lending institutions offer online platforms for
their housing loan services in order to facilitate
faster processing — starting from the enquiry for
an application for a loan to closing the loan’s ac-
count after the final loan instalments are paid
(Leng et al., 2018). Furthermore, lending institu-
tions provide technical assistance for the valua-
tion of property, approval of building plans and
monitoring different stages of the construction of
the home - not only for the safety of the loan, but
also for tendering benevolent advice on construc-
tion (Hartman, 2017). Ferguson (1999) stated that
starting for technical assistance is from locating
the infrastructure with other essential resources,
such as people, machines, materials, methods,
and money. The collection of documents involves
getting information from various segments of the
loan, which are broadly classified as the initial ap-
plication stage, process and implementation stage,
foreclosure stage and final closure. Each institu-
tion requires certain documents from borrowers,
along with the imposition of other eligibility cri-
teria (De Araujo et al., 2016). The various aspects
of document collection have been elaborately
dealt under paragraph 2.3.7. Anderson et al.
(2003) recommended the use of portable smart
cards for transactions at points of sale and ATMs.
Brown (2016) analyzed the importance of educa-
tional qualifications for home loan borrowers.
Educating borrowers on purchasing homes is ef-
fective in reducing default or foreclosure. These
qualifications are added criteria for considering
home loans. Educational qualifications help pro-
mote sustainable homeownership by influencing
borrowers” information-seeking behavior and
strategies for resolving defaults. After paying the
final instalment of a home loan, the borrower re-
ceives a message stating that the property that
was mortgaged is no longer owned by the lending
institution. As proof of ownership, the mortgager
releases all of the documents that prove that the
loan has been paid in full. Anidiobu et al. (2018)
stated that a loan document is a signed document
that specifies a change in ownership of a property.
The delivery of a loan document to the borrower
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is an indication that the loan process is coming to
an end - freeing the borrower from the home
loan agreement. This is due to the full and final
settlement of all instalments and other charges by
the financial institutions. Craft (2015) advocates
that the power of attorney is limited to authoriz-
ing the mortgage of the property, deposit of in-
stalments, foreclosure of the loans and the final
closure. Covenants, caveats, and preventive claus-
es are introduced to safeguard the interests of the
homeowners (borrowers). The power of attorney
should be automatically terminated as soon as the
loan account is closed, and all documents are
received.

Based on the research gap identified by the litera-
ture survey, the sequential research questions and
problems can be constructed:

a) Is the cost of borrowing compatible and com-
mensurate with the extent of various services
offered by lending institutions?

b) Isthe processing time (from initial enquiry to
the approval of the home loan) in accordance
with the promise made in the marketing ma-
terials, meeting the advertised quality of ser-
vice quality?

¢) Does the practice of collecting all the required
documentation (salary slips, income tax re-
turns, bank statements and past financial his-
tory) affect service quality in relation to the
swiftness of the loan?

d) Can service quality be measured by swifter
actions in terms of initial personal contact,
online banking services, the humanitarian
approach, the provision of information for
services, promise of service delivery and field
verification?

The research objectives are set with the aim of
solving problems identified by research gaps in
the extant literature: To ensure that the cost of
borrowing is compatible and commensurate with
the services rendered by lending institutions. To
ensure the time between enquiry and approval of
the home loan is in accordance with the promise
made in the lending institution’s marketing ma-
terials. To minimize the number of documents
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required, facilitating the speedier approval of the
loan and improving service quality. To measure
the outcome of service quality in terms of initial
personal contact, online banking services, the hu-
manitarian approach, the provision of informa-
tion for services, promise of service delivery and
field verification.

2. RESEARCH METHODS

Since this study involves problem solving, its
scope includes a literature review to find areas
of research that have yet to be addressed, known
as a research gap. Identification of research gaps
in the main topic helps frame research questions.
Furthermore, research objectives are set as solu-
tions to each research question. Once research
objectives are identified, the formulation of mean-
ingful hypotheses can be framed. Both primary
and secondary data are used. While the primary
data is collected through the administration of
question of instruments, the secondary data is
collected from past literature, namely Proquest,
Ebsco, Google scholars, etc. In this study, home
loan borrowers are chosen as respondents to re-
flect a high level of knowledge and feedback on the
service quality of lending institutions that grant
home loans. Out of the total population of home
loan customers, the questionnaire was sent to
about 1,500 respondents. The responses received
amounted to 592 (39%). Out of the 592 respons-
es received, only 535 were deemed usable. Hence,
the data analysis is carried out based on the results
that were obtained from 535 usable responses.

3. RESULTS AND DISCUSSION

ADANCO (Advanced Analysis of Composites) is
a modern software program that is completely dif-
ferent from traditional statistical packages. It is a
software for modeling variance-based equations.
This new software aims to achieve reliable statisti-
cal results. In this section, the focus is centered on
the justification for using ADANCO 2.0.1 to ana-
lyze and interpret the data. The use of the Likert
measurement scale and other statistical findings
are also presented in figures and tables. The struc-
tural equation model with a path analysis is pre-
sented in Figure 1.
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Figure 1. Structural equation model

4. HYPOTHESIS
DEVELOPMENT
AND TESTING

Hypotheses are tested through measuring the to-
tal effects of ADANCO 2.0.1. The total effect of
one variable on another is the sum of direct effects
and all of the indirect effects. The value of the

direct effects is interpreted as an increase in the
dependent variables if the independent variables
were increased by one standard deviation. Under
Hypothesis testing, the results from the data anal-
ysis will be discussed to answer the research ques-
tions and related hypotheses. The results for test-
ing all of these hypotheses are summarized below
and followed by an interpretation for the respec-
tive hypothesis (Table 1).

Table 1. Total effects under the structural equation model

Standard bootstrap results Percentile bootstrap quantiles
Original : :
Effect coefficient Mean fStandardf ; value ; valuef ; ; ; Supported
; ; ¢ t-value P . fp . :0.50% : 2.50% : 97.50% : 99.50%
: value @ error {(2-sided)(1-sided): : : :
CBOPT 08481 08478 00221 382887 O . 0 0787 0802 08879 08955  Yes
CB>sq 0183 01882 0066 - 27625 | 00058 . 00029 :00229 00661 03187 : 03672 :  Yes
PT>DO i 07142 | 0713 i 0.0399 i 17.9078 : {0 105959 0.6321 % 07812 | 0.7996 : Yes
PT>sQ .04 04206 00554 | 75826 . 0 .0 . 02718 03157 05275 05716  Yes
DO->SQ | 0.3453 10.338: 0068 | 50755 i 0 10129 {0.1918 i 0.4596 | 0.4997 Yes

http://dx.doi.org/10.21511/bbs.16(1).2021.17



4.1. Hypotheses
HI: There is a significant relationship between

the cost of borrowing and the service quality
of banks.

The first hypothesis (HI) shows that the impact of
the cost of borrowing on service quality is highly
significant (t-value = 2.7625; CI > 99%). Thus, H1
(B = 0.1823; p < 0.00) is accepted. This indicates
that parameters, such as application fees (0.833),
valuation fees (0.863), processing fees (0.878), fixed
interest rates (0.886), foreclosure charges (0.894),
modification fees (0.899), late payment fees (0.871),
bureaucratic processes (0.870) and brokerage fees
(0.859), can be derived through the successful inte-
gration of service quality. This confirms the previ-
ous findings by Lymperopoulos et al. (2006), who
indicated that service quality was the most impor-
tant element that customers considered when bor-
rowing housing loans from banking institutions.

H2: There is a significant relationship between

the cost of borrowing and the processing time
of banks.

The second hypothesis (H2) shows that the impact
of the cost of borrowing on processing time is high-
ly significant (t-value = 38.2887; CI > 99%). Thus,
H2 (B = 0.8481; p < 0.00) is accepted. This hypothe-
sis stands as the most significant and stronger t-val-
ue than in all other relationships. This proves that
processing time is a major influencer of decision
making by a customer in choosing home loan in-
stitutions. This indicates that parameters, such as
application fees (0.833), valuation fees (0.863), pro-
cessing fees (0.878), fixed interest rates (0.886), fore-
closure charges (0.894), modification fees (0.899),
late payment fees (0.871), bureaucratic processes
(0.870), and brokerage fees (0.859), can be derived
through the successful integration of processing
time. Sawant and Mahajan (2013) observed that
banks have preferred ‘the doorstep service” and of-
fer turnaround time (TAT) services for housing
loans. Thus, H2 is in line with earlier findings.

H3:  There is a significant relationship between pro-
cessing time and the service quality of banks.

The third hypothesis (H3) shows that the impact
of processing time on margin money is highly
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significant (t-value = 7.5826; CI > 99%). Thus, H3
(B = 0.4200; p < 0.00) is accepted. This indicates
that parameters, such as the initial processing of
loan application (0.862), collection of information
(0.887), approval of the loan (0.881), delivery of the
loan agreement (0.895), and timely withdrawal of
loan (0.734), can be a result of successful integra-
tion of service quality. In confirming this finding,
Bloomquist et al. (2006) observed that the process-
ing time involves application to a set of rules for
combining loan product features. The borrowers
get the loan approved with a customized combi-
nation of loan features based on the loan require-
ments of the borrower and the rules. These pro-
cesses are carried out through online banking.
H4: There is a significant relationship between
the processing time and documentation of
banks.

The fourth hypothesis (H4) shows that the impact
of processing time on collateral security is highly
significant (t-value = 17.9078; CI > 99%). Thus, H4
(B = 0.7142; p < 0.00) is accepted. This indicates
that parameters, such as the initial processing of
loan applications (0.862), collection of informa-
tion (0.887), approval of the loans (0.881), delivery
of loan agreements (0.895), and timely withdrawal
of the loans (0.734), can be a result of successful
integration of documentation. Deroy et al. (2013)
stated that the verification process would usual-
ly continue after fulfilling conditions, such as the
appraisal of the documents, the examination of ti-
tle deeds and other statutory requirements. This
leads to variations in processing time due to the
submission of different types of documents. With
the development of digital applications, automatic
processing of loans is emerging (Norris, 1999).
H5:  There is a significant relationship between
the documentation and the service quality of
banks.

The fifth hypothesis (H5) shows that the impact of
documentation on service quality is highly signif-
icant (t-value = 5.0755; CI > 99%). Thus, H5 (p =
0.3453; p < 0.00) is accepted. This indicates that
parameters, such as a simple application form
(0.795), uninterrupted technical assistance (0.824),
collecting auxiliary documents (0.860), educa-
tional qualifications (0.714), submission of fore-
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closure documents (0.665), and power of attorney
(0.883), can be a result of successful integration of
service quality. With this connection, the point
of view put forward by Ungan (2006) should be

borne in mind. He opined that if the submission
of details increases, the process of documentation
becomes very difficult, which affects the level of
the service quality.

CONCLUSION

Based on the structural equation model, there is no doubt that the cost of borrowing, processing
time and documentation are decisive influencing factors in determining the service quality of
banking institutions offering housing loans. The measures and outcomes of service quality are
assessed by initial personal contact, online banking services, humanitarian approaches, provision
of information about services, the promise of service delivery, and field verification. The path co-
efficient of these six outcomes ranges from 0.830 to 0.854. This is a clear indication of this research
which has a very strong effect on service quality of a banking institution on housing loans. Wright
(1934) opines that a path coefficient of 0.8 and above has the strongest impact on service quality
outcomes. This has a wider practical implication for all banking institutions to realize that ser-
vice quality is a very important determinant for sanctioning home loans to customers. This study
was conducted only in India. It may be extended to other countries such as Sri Lanka, Bangladesh,
Indonesia, and Malaysia. This study also centers around housing loans at banks. Future research
may be extended to other types of loans that are sanctioned by banking institutions.

This study analyzed and suggested the service quality of Indian banking institutions as a prime
factor in granting housing loans. From the structural equation model, the cost of borrowing is
the dominating factors by exhibiting highest t-value of 38.29 to influence processing time, which
in turn is largely related to service quality. Besides, the processing time recorded the 2" highest
t-value of 17.91 to influence documentation which in turn has a significant relationship with ser-
vice quality. Similarly, the outcomes of this study are measured by housing loans without margin
money, customer satisfaction with service, instant sanction of housing loans, and prompt deliv-
ery of services. This is a substantial contribution to the research on banking institutions in India.
This paper recommends that the time has come for banking institutions to take steps to introduce
improved services on the instant sanctioning of loans with real-time access, without resorting to
bureaucratic policies and procedures to housing loan customers.
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