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ABSTRACT

This study aims to examine the corporate image and service quality factors that influence the
decision to use business loan services from a state-owned bank. Data collection was conducted using a
convenience sampling method with 400 respondents who had utilized business loan services. The research
instrument was a questionnaire, which had been validated for reliability and accuracy. Statistical analysis
included percentage, standard deviation, t-tests, and One-Way ANOVA to compare variable differences,
along with multiple regression analysis to determine the influence of corporate image and service quality
on decision-making regarding business loan services.

The findings revealed that, demographically, most respondents were female, aged 30—40 years,
holding a bachelor’s degree, and earning an income between 1,000,000 and 5,000,000 Baht annually. The
majority were involved in agriculture/livestock businesses. Corporate image significantly influenced
decision-making at the highest level, with reputation and credibility receiving the highest mean score (4.81),
followed by services and product offerings (4.63).

Service quality also had a significant impact at the highest level. The dimension of providing
confidence to customers scored the highest (4.68), followed by employee attentiveness (4.65). Further
analysis showed that service quality factors significantly influenced the corporate image, with reputation,
credibility, and banking services/products being statistically significant at the 0.05 level. Similarly, service
quality factors such as providing confidence to customers and employees' understanding of business and

customer needs significantly influenced decision-making at the 0.05 level.

Keywords : Corporate Image, Service Quality, Decision to Use Loan Services
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